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1. Service Overview

Infosys Digital Workplace Services Practice is over 2000 people strong team focused on helping
enterprises to create and execute complete transformation of their workplaces. We cover the entire
spectrum of Microsoft (M365, Windows 10 and EMS) and Google’s (Google Workspace)
collaboration and productivity solutions. We will accelerate the transformation of your enterprise into
a more productive workplace and help your network of teams work with intelligence and efficiency to
create more value.

Industry Rating

¢ Infosys positioned as a Leader in 2023 Gartner® Magic Quadrant™ for Public Cloud IT
Transformation Services
e Azure Expert MSP Partner Modernisation of Web Applications in Microsoft Azure advanced

specialisation.

Google Excellence Awards

e 2025 Google Cloud Partner of the Year Award for Databases.
e 2023 Specialisation Partner of the Year Award for Application Development
e 2021 Specialisation Partner of the Year Award for Cloud Migration.

The Infosys and Google Cloud Alliance

Established CEO & President sponsorship of Alliance, joint business plan Sample of Joint Customers

(2bn/3yr) with governance model. 360-degree relationship. ® .
Backcountry F Mobile

. Priority areas include:
B Datacenter Transformation (VM Migration, MS, Oracle)

Go gle Cloud B Application Modernization (Anthos) & Mainframe C’\.' Vangllard
Modernization
B SAP on GCP I ' I
lnfOSyS B Data and Analytics (incl Looker) / Cloud Al HSBC ‘x’ B G
E CCAIl (and DialogFlow) _
Workplace Transformation (Google Workspace) UOREAE
B Apigee O
. Industry Focus: BFSI, TME, Retail & CPG, HLS, Manufacturing, Services, LIVE -
Utilities, Energy and Public Sector (like Education) C\ METRC
Global Google MSP & Reseller, Infosys offers clients full application lifecycle services altice @ La Bectronics ' Reckitt
Benckiser

with its deep Cloud, Data Analytics, and Digital Workplace Expertise

R 2D
2025 Google Cloud Partner of the y))l @
vear Award for Databases 1 4 1 9 K+ JOhnSOI‘I ('

2023 Specialization Partner of the Year GCP SO|Uti0nS controls AIRBUS

Award for Application Development architects, leads and developers

Launched t12 th . . .
2021 Specialization Partner of the Year e TP e trGHTEd W,th 2’540+ Cefffﬁﬁ'd GOOgl’ﬁ' sa#re @ E"Mxr
Award for Cloud Migration 3 Professionals. On pace for 6000+ — -
h GCP Specializations certs by Dec25 Wil ORDSTROM

Figure 1.1. Partnerships and Alliances
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2. Service Description

Google Workspace, with collaboration, mobility, and security, at the core, can transform an
enterprise into a more productive workplace. Infosys Digital Workplace Services, with leadership in
modernising and digitising enterprise workplaces, rich experience, strong partner relationships and
inhouse accelerators, is the right ally to help navigate enterprises through their transformation

journeys. We offer,

+ Business Case Development

+  Strategy for Hybrid
Workspace

+ Change Management and
User Adoption Strategy

+ Governance Strategy

Consulting and
Advisory Services

Implementation and
Migration Services

Establish Co-existence with
existing Workplace
Solutions

Migration of workloads to
Google Platform

Endpoint Device
Deployment

Enterprise Security
Implementation

Figure 2.1. AMS Capabilities

@ Managed Services

Help desk and Remote
Operational Support

Desk side Support
Platform Management and
Governance
Workplace-as-a-Service

Our services extend through L2, L3, enhancements and L4 support for entire 24*7 or depending on
business requirements for Google Workspace.

Infosys Transition Approach:

Service Transition Execution
L

1
Steady State

Contract signed Transili‘un Start
v—ilaE—v—IE———RE———EE—v

Q

Acceptance
Criteria

= Establish Transition KPls / reporis

+ I|dentify SMEs from both client and
Incumbents

+ Onbeard Infosys persennel

= Review and adjust connectivity & access

+ Finalize KT Calendar

+ Gather documents

Activity

+ Draft transition plan
+ Transition schedules / invites

Deliverable

.

> Signoff on transition plan
¥ Transition schedulesfinvites sent
¥ Connectivity tested for additional
team members

Conduct KT sessions as per the plan -
Self study - documents, SNOW
history & code reviews .
Prepare Application Information

Document {AID)

» Reverse KT accepted
» Feedback/sign-off
¥ AID draft sign-off
# Task allocation fracking
» Review planning

Project - Pariicipate in Sprint &
Run - Handle low priofity or non-
critical activiies

+ Update AlDs | LOPs

Prepare and conduct reverse KTs

First draft of AIDs (by application / .

Module)

Signoff on Final version of AlDs
Resolve maximum of P3 and P4

Reverse KTs reporis & scoring
List of Open Points (LOPs)

GOVERNANCE | RISK MANAGEMENT

> 100% Signoff on final AIDs
# % of incidents resolved
independently

» Take Primary Responsibility of
Handle low prioritylow criicality tasks

Transition due diligence * _ .
& planning .\?-. Knowledge Transfer 4% Shadow Support @ Primary Support Sleady state

> Cut-Over signed-off

STEADY
STATE
SIGNOFF

Project and Run aclivities, limited
review and input

+ Measure 5LA adherence
* Review & Update steady state

Readiness checklist

+ Sieady stale readiness report
+ Al critical LOPs closed
+ Finalized steady state governance

plan

Figure 2.2. Infosys Transition Approach
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Support Coverage for UK:

Infosys will operate in an onsite and offshore-based support model. The Infosys Global Delivery
Model (GDM) is a framework for distributed project management and multi-location engagement
teams.

Following is the proposed support coverage across applications.

On-Call Arrangement:

Infosys will provide on-call services for the applications marked as On-Call 24X7 (P1) when a
Priority 1 issue is raised outside the support coverage hours.

For on call support Infosys will publish an on-call calendar every month with the names of on-call
person (offshore regular and shift) for each week. Infosys assumes that for all P1 issues, help desk
will directly call the respective on-call support consultant for that week as soon as the ticket is logged
in the system.

| UK Shift 1 I
] [ >

_ iy L0000 400)5:00) 6:00) 7:00) 00 901 10m|11:m 12:00{13:00) 14:00} 15:001 6:00) 17:009 18004 1500f 2000) 21:00{22:00) 23:00{0:00) 100
_ @ | 30}y 30830330 10:30] 11:30[ 1230 134 14'30'15:33 16:30{17:30/18:30,19:30( 20:30, 2:39 2234 330 030 13| 23] 330(4:30[330

| India Shift 1 >
1 [ Indin Shift 2 > N
| India Shift 3 >

‘ Offshore Team activities ‘ | Onsite Team activities ‘
Infrastructure and Application manitoring . .
team — look for alerts in system . sl;ﬂc:n?iﬁ::r;:fm hardware

Service now monitoring team for any P1
alerts
Backup and application jobs monitoring

Infrastructure and enterprize applications
Compliance & Audit Mansgement
‘Gowvernance review with all stakeholders
Co-ordination with OEM vendors

Hands and Feet support for DC

Call up the onczll person alerting on issues
and for resolution within SLA

LRI )

Figure 2.3. Onsite-Offshore Support shifts and activities
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Comprehensive Model for Application Support and Maintenance:

Our Technical Support Model for Google Workspace Customers

Infosys can position a customized, non-transactional support tailored to our customers that require expedient and customized answers for
issues and bugs on the tool. The below approach explains the technical support model adopted by enterprise customers.

Update

Knowledge Issue No Log Ticket with
Artifacts Resolved? Google using Portal
User Sends Email to
Customer Helpdesk o
U logs int §
sers |ogs into 3 Customer Provide First No
P Infosys Support
computer with & Help- desk level Support = fosue 2 ¥' -
Google Workspace o Resolved? eam
and validates data, 3
profile settings etc. g 1
Business Users User raises ticket in
TSM 100l Ticket Resolved

User Engagement ( Email, Call, Instant Messenger, RDP Sessions)

End User Administration Knowledge Known Issue
Guides Guidelines Base Communication

Support Accelerators

Infosys

Navigate your next

Figure 2.4. Application Support and Maintenance Model

Infosys Workplace Transformation Practice

Overview highlights Infosys’ extensive capabilities in delivering modern, digital workplace solutions
at scale. The practice is supported by a global pool of over 8,500 professionals with expertise across
SharePoint, Microsoft 365, Dynamics 365, Power Platform, and desktop services. Infosys offers
more than 35 industry and line-of-business solutions, with over 64% of its work focused on
consulting and transformation engagements, serving over 700 customers across industry segments.
More than 55% of projects follow an agile delivery model, reinforcing speed and flexibility. The
service offerings span Enterprise Business Applications, including CXO advisory services, business
process redesign, legacy migrations, application management, finance and supply chain
management, CRM and customer experience, human capital and employee experience, and
enterprise asset management. The Modern Workplace portfolio includes unified endpoint
management, mobile and desktop as a service, digital experiences, and Copilot services. Infosys
also delivers strong Power Platform capabilities covering application modernisation, hyper
automation, Bl modernisation, data-driven digital solutions, and climate technologies. This is further
strengthened by over 25 years of a strategic 360-degree partnership with Microsoft and Google.
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3. Assets and Tools

Infosys support model is designed with the principles to drive maximum efficiencies in all support
operations. This will include leveraging the latest technology levers for ticket reduction, extreme
automation and proactive monitoring. We have a defined approach for enabling efficiencies.
Following is an outline of this framework.

Eliminate

Reoccurrence of
issues

Possible to Fix root
cause

Data fixes, Process

execution errors

Infosys Live Enterprise Application Management Platform (LEAP): Automation | ChatBot| Command Center | Al Solutions

Shift left/Self Help

Frequently asked
information, key information
that can fetched from
application/ Knowledge
repository

Self Service Use cases

ChatBot
VpiceBots

Inquiry of Order status, Inveice
Status, export linked order, EDI
file request

Automate

Activities with defined set of execution steps
and significant count of occurrences

Al Solutions

Monitﬂring Predicative view based on
historical information
Real time monitoring of (structured/ Unstructured
processes/data and data)?
triggering actions in case
anomalies?

Effective workfloworscript  Complexsetof steps,

within application Ul emulation

Native automation RPA
Effective workflow or script within
application

L

Automated profiling of ticket, |
allocation to right SME |

Dashboards

Figure 3.1. Enhance Support Efficiencies

GPT powered Chatbot to assist Workplace teams to efficiently solve problem tickets. The
Assistant generates solutions for IT problems, based on the combined knowledge of Infosys SME’s
knowledge, Microsoft KBE articles and with provision to add Customer’s KBE document based on

the need.
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Workplace GPT Assistant

Infosys M365
Knowledge base

Microsoft Troubleshoot
Documents

Ticket Knowledge Base

Crowd sourced dataset of 7000+
M365 solutions and counting..

Thousands of KBE articles from
Microsoft public portals

Customer’s knowledge base -
hosted in the client’s premises

Find who has solved the tickets in
the past from customer Ticket
Knowledge base

Both Model Generated Solution and Sources
behind the solution displayed to the users

Top Results from all three sources displayed
instantly

Bulk upload of Queries. Exclude tried solutions
Technical summary and Probing Questions

Ability to configure the response accuracy and
length of the response

Ability to have Customer specific Ifis

Navigate your next

Figure 3.2. Workplace GPT assistant
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4. Credentials

H Engagement Brief Key Outcomes

M365 Migration for
German based Farm
equipment
manufacturer Firm

2 Workplace
Transformation for UK
based Renewable
Energy Firm

3 Google Workspace
Technical Support for
a Global Pharma
Firm

The high-level scope of work
delivered was:

¢ Migrate over 900 mailboxes °
and drive data

e Migrate over 1000 Forms, 4
sites

e Assess on Source GWS
Tenant and setup of Bittitan
Tool for Migrating the data to °
M365.

e Manage support and
communication for end users,
along with knowledge
transition to IT team

e Delivered a NextGen
workplace platform for
employees.

e Existing Windows 10 devices
were transitioned to
Chromebook devices. °

e Legacy tools were replaced
with cloud-based apps,
enabling seamless, efficient
content production, storage,
effective meetings, and
communication.

Part of this engagement, Infosys .
team supported in following
activities.

Google Workspace Support—

1.Provide Technical support on
Google Workspace Core services
such as Gmail, Groups, Calendar,
Drive and Docs, Sites, Currents,
Cloud Search, Devices, Security
and Administration.

Successful Big bang migration
of all users in one day with less
than 1% tickets post cutover
We achieved the business
objective of reducing license
costs and established a
roadmap to consolidate the
remaining entity companies of
AGCO under a single M365
tenant.

Migrated only the required data
(sites, forms, mailboxes and
drive) to M365, leaving
old/unwanted data in source,
thereby reduced migration time
and cost

Legacy tools were replaced
with cloud-based apps,
enabling seamless, efficient
content production, storage,
effective meetings, and
communication.

Deskless workers empowered
to be productive from
anywhere, without needing a
VPN. Infosys team started
supporting 3 sites remotely in
Covid lockdown situation with
guidelines by Infosys and
Customer with minimal impact
on BAU support.

A streamlined online
experience, allowing end
business users to access
content anywhere and at any
time.

Coordination with Google for
business-critical problems.
Engaged on providing Solution
on complex technical queries
and implementing the same
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H Engagement Brief Key Outcomes

2.Use existing troubleshooting
tools and techniques to establish
root cause for queries and solution

to the team.
Infosys’
For more information, contact askus@infosys.com Navigate your next
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