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>> Business Context

Avago was looking for an immediate shift from their incumbent AMS vendor to a new partner with a stringent outcome based
contract. Wipro signed a multiyear deal with Avago to take over the application portfolio on a new outcome based pricing
engagement model. Wipro's engagement with Avago includes L1, L2 and L3 level support across all business applications, including
their ERP system and specialized applications.

>>Wipro's Solution

Phase I:Transition

The transition to Wipro was executed on very aggressive timelines. In order to support this, Wipro planned for 2 months of

transition at offshore, followed by a stabilization period.

Activities included

* Well-defined Knowledge acquisition from the current support team / Avago SMEs

* Shadow Support Processes to enable a smooth support handover

* Joint definition of processes and Setup of Governance tools for IM, PM, CM, CMDB and Monitoring tool for proactive
monitoring of application availability and performance

* Understanding and participation in SOX compliance audits

* Implementation of Wipro's Next Generation Service Management platform, Cigma, to support Avago's
dynamic business environment

* Preparation of a comprehensive System Maintenance Technical Document and Execution Process
Document

Phase 2: Application Maintenance & Support

The engagement includes support focused on business applications which are governed by 20+ stringent penalty-driven business
based SLA:s.

The business applications include critical financial systems and business processes like Order-to-Cash.

In order to achieve this, Wipro adopted a tiered approach

I. Helpdesk (L1) supportis provided via the Shared Services Center

2. Apps Support (L2/L3) support was provided via a FlexDelivery Model

Business critical apps are supported via these centers on a 24x7 basis, while non-critical apps are serviced on a | 6x5 model.

Phase 3:Proactive Monitoring and Preventive Maintenance

Wipro is proactively monitoring all applications of Avago and performing preventive maintenance activities across all supported

activities. This has led to a decrease in ticket volumes by over 45% and thereby reducing the cost for the customer.
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>> Outcome based Pricing Model

I. This engagement is run as an outcome based model, which is directly linked to the ticket volumes

2. The volume of tickets are banded in 3 categories and measured with respect to the applications, complexity and their
severity

3. An increase or decrease in the ticket volume is managed behind the scenes, via Cigma, that supports ramp up and ramp
downs without a cost impact to the customer

>> Benefits

I. Lower Total Cost of Ownership: The customer has saved 40% of their application support and management costs

2. Stable business systems: Improved application reliability and enhancements, as Wipro ensured improvements on
existing apps in addition to the support

3. Improved user experience: Ticket volume reduced by over 45%

4. Improved value of IT to the business: Cost saved by customer is being invested back into new projects, which are
targeted to increase revenue potential to the customer

5. Smoother functional of all business apps has led to more efficient core process like, month end closing and

Cross functional efficiencies

>>Technologies Used
I. Package: Oracle App 11.5.9.2, PeopleSoft HRMS 8.3.25
2. Technologies: Hyperion, Weblogic, SSO

For further information, please visit: www.wipro.com/manufacturing

Wipro Technologies, Doddakannelli, Sarjapur Road, Bangalore - 560 035, INDIA.
Tel : +91 (080) 2844 001 I, Fax : +91 (080) 2844 0256

TRANSFORMING BUSINESS. TRANSFORMING LIFE.

CONSULTING | SYSTEM INTEGRATION | OUTSOURCING
NYSE:WIT | OVER 110,000 EMPLOYEES | 55 COUNTRIES

© 2010 Wipro Ltd. All rights reserved. All trademarks and copyrights, registered and unregistered used in this document are

properties of their respective owners.




