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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:

o Corporate, employee and infrastructure information about Infosys
¢ Infosys’ project management and quality processes
o 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. Service Overview

Infosys has built synergies across Microsoft products and offerings to drive market momentum with
an integrated “ONE-MICROSOFT” practice. We have 2 decades of hands-on experience with
Microsoft D365 Business Applications, Power Platform, Microsoft 365, and related services.

Our competencies / specialisations are shown below:

¢ Excellent understanding of Microsoft technology stack leading to Infosys partnering with over
350 customers across the globe in their digital transformation journeys with Microsoft.

e Over 6,500 global talent pool in our Microsoft unit.

e Over 1,500 Power Platform talents with certifications.

e Over 40 countries / footprints of engagements.
e Over 35 inbuilt solutions across industries.
e Over 200 frameworks, reusables and accelerators.

Infosys is a Gold level managed Microsoft partner and has been a member of Microsoft's Inner
Circle for the last 4 consecutive years.

Figure 1:Microsoft Practice at Infosys

Multi-skilled, Diverse
Global Talent Pool

Happy Customers across
Industry Segments

Countries / Footprint of
Engagements

Frameworks, Reusables &
Accelerators

Analyst Recognitions

Gartner

Leader in Gartner Magic Quadrant for
Cloud ERF Sarvices

/Rerest Group®
Leader in Microscft Modern Work
Services PEAK Matrix®
Assessment

/Rerest Group®
Leader in Everast Group Microsoft
Business Application ERP Services
PEAK Matrix® Assessment

Leader Worldwide Microsoft
Implementation Sarvices

/R erest Group®
Leader in Everest Group Microsoft
Business Application Services PEAK

Matrix® Assessment

/I;erest Group®
Leader in Everast Group Low-Coda
Application Development Sernvices
FEAK Matriz® Assessment

/R erest Group®
Leader in Everest Group Microsoft
Business Application CRM Services
PEAK Matrix® Assessment

*
1SG

Leader Future of Work - Sarvices
and Solutions

A

Infosys

Mavigate your next

Page 5 of 11



Service Definition Document

INfOSyS &> & Microsoft | Advantage to you
Strategic Relationship '

We have a strong 3-Dimensional
relationship spanning more than

oo® ¥ W

Accelerated Consulting

20+ years
i Microsoft Certified Integrated  Bundled
O "j__ Partner Customer Consultants Enterprise  Offerings Support Guidance
= i\ .
“il . . Service Partners > ARCHITECTURE |NNOFACTOR' ...
IN CIRCLE Strategic Supplier RACTI
Strategic Relationship with *
Microsoft Cloud Business Unit @ Infosys Deal Advisors ISG Mec
O l H
Vertical/Domain .
; ] S ——
Build With GTM With Partner With Execute With Specific ISVs ‘,‘ Spr1 ]'r @twlllo TO INCREAS

Singular Objective of this alliance is to provide an outstanding experience to all our mutual clients, together! In

Ranked No.2 by Microsoft on Overall Competency & Rated as TOP G5! Partner for Train The 3 Architects WON “Fast Track Recognized t
Trainer Program with 3000+ enablement =| Solution A ! oy M ift

Upskilling across all GSIs

Figure 2: Infosys — Microsoft Relationship
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Figure 3: Total Human Experience” with [C.E.O.]

We bring the “Platform of Possibilities” to your industry specific transformation initiatives,
leveraging the “Microsoft Stack” as a Platform to drive infinite innovation possibilities.
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Figure 4: Platform of Possibilities
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We have developed industry and horizontal solutions leveraging D365 and Power Platform for
addressing niche industry problems and accelerating the time to market.
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Figure 5: Our Industry and Horizontal Solutions
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Infosys has established a high-performing Microsoft Dynamics 365 VFX (Value For eXcellence), our
multi-functional Centre of Excellence (CoE) for capability building and tech innovation, which is a

catalyst for building synergies and driving client value.
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Technology-led reusable templates & Kits

ENABLE + Thought Leadership in addressing
customer challenges with tech
erspectives
g pesp
"l}

* POVs/POCs for client scenarios
EXECUTE + Tools & accelerators for enhancing
productivity

» Defining and establish process, tools &
risk management framework

+ Incubating and building capabilities —
Business and Architectural across
products & horizontal solutions

+ Innovative use cases on next-gen tech

M to enhance digital experience

Figure 6: Value for Excellence
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2. Service Description
Microsoft Dynamics 365 CRM Support and Maintenance Services

Description

Infosys provides support and maintenance services of Dynamics 365 CRM solutions hosted on the
cloud to ensure continuity of business and best practice business processes. It includes minor
enhancements, corrective maintenance, bug fixes and production support. Infosys provides warranty
/ hyper care support and steady state support once the application has stabilised.

Some of the features are mentioned below:

1. Support and maintenance for all Dynamics 365 CRM modules.

. L2, L3 support for D365 CRM solutions.

. Transition process in areas where transition is not complete.

. Support tailored with enhanced SLAs to meet bespoke organisational requirements.
. D365 CRM project recovery, health checks, optimisation, predictive maintenance.

. Dynamics 365 CRM online/email/ onsite/telephone support.

. Dynamics 365 CRM user adoption.

. D365 CRM stabilisation.

© 0o N o a H~ W DN

. Proven processes, tooling and practices aligned to GDS principles.
10. GDPR-compliant services.

11. Training sessions will be conducted through classroom training, videos, user manuals for hands-
on and execution.

Some of the benefits are mentioned below:

1. Up to 24x7x365 D365 CRM Support.

. Highly qualified and experienced UK Team of Dynamics 365 CRM Consultants.

. Support and upgrade of legacy module implementations to newer versions.

. Microsoft-qualified Service Desk consultants with expert Dynamics 365 CRM knowledge.
. Guided planning and strategy for D365 CRM projects.

. Continuous improvement for Dynamics 365 CRM systems.

. Ongoing training and user adoption for Dynamics 365 CRM.

. Cost reduction and greater return on investments (ROI).

© 00 N o o b~ W DN

. Performance optimisation, flexible capacity model, increased predictability.
10. Global operations scalability, demand flexibility enablement.

11. Clarify queries and help end users navigate through the system.
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3. Credentials

H Engagement Brief Key Outcomes

1 A leading workforce
solution provider in
UK

2 A local authority in UK

Table 1: Credentials

Implementation and
support of a registration
process for the client’s
bank exclusive workers
Implemented Azure
Function as middleware
to handle all the 3™
party integration
seamlessly with added
security of Azure.

The solution is
compliant with all the
GDPR regulations and
Azure Active Directory
B2C policies have been
implemented along with
SSO for internal users.

Implementation and
support of over 20
applications on D365
customer service and
power portal.

L2 and L3 Support
across the D365
systems and Power
Platform landscape.
Integrations between
legacy systems with
D365 CRM via Staging
Database.

Show and Tell / Play
and Tell approach to
build customer’s
confidence on the
product by workshops
and demonstration.

Reduction of manual effort by 60%
thereby reducing the load on the
client’s Service Centers.

Providing Contact/Applicant 360-
degree view allowing the client’s
operators to find bottlenecks in the
application process.

Compliance related automations
reduced the manual effort by 40%
and ensuring fully compliant
applications went through.

Effective self service with WCAG
enabled guidelines.

Seamlessly business transition from
many systems to the new D365
System.

Improving performance
management process with
integrated features.

Support team can efficiently resolve
100 tickets per month.
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For more information, contact askus@infosys.com
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