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Tech Mahindra represents the connected world, offering innovative and 
customer-centric information technology services and solutions, with 
the aim of enabling 'Enterprises, Associates and Society to Rise™'.

Our partner

 We understand that having data is not 
 enough. That’s where we bring in Signavio 
 Process Intelligence, to leverage data 
 for real time insights and help drive 
 optimization, standardization, proactive risk 
 mitigation, and efficiency improvements. 
 Rahul Agarwal  
 Enterprise Consultant, Tech Mahindra 

Tech Mahindra is a USD 4.9 billion company  
with 131,500+ professionals across 90 countries, 
helping over 946 global customers including 
Fortune 500 companies. Tech Mahindra's innovative 
platforms and reusable assets connect across 
a number of technologies to deliver tangible 
business value to our stakeholders.

Tech Mahindra offers innovative and customer-
centric information technology services and 
solutions. The company's technology and process  
expertise, combined with investments in 
platforms and IP, have delivered significant 
transformation programs for global customers 
across customer services, IT and networks.



Enabling global 
telecoms
Tech Mahindra is no stranger to enabling 
telecommunications businesses to deliver on their 
strategic intent. With 130,000 professionals in 
90 countries, Tech Mahindra supports 900+ global 
customers, including Fortune 500 companies 
and some of the largest telecommunications 
organisations in the world. 

With an array of service offerings for 
Communication Service Providers (CSPs), 
Telecom Equipment Manufacturers (TEMs) and 
Independent Software Vendors (ISVs), Tech 
Mahindra is a chosen transformation partner for 
several leading wireline, wireless and broadband 
operators in Europe, the Asia-Pacific and 
North America. 

Tech Mahindra has successfully implemented 
more than 18 Greenfield Operations globally and 
has been involved in transformation programs 
for around nine incumbent Communication Service 
Providers.

With an arduous journey ahead, Telco needed 
the experience of a transformation partner 
and a solution to manage their end-to-end 
transformation journey. The company turned 
to Signavio and Tech Mahindra to help in this 
quest.

A large Australian telecommunications company 
(Telco, from hereon) has embarked on a new 
strategy to lead in the Australian market. The 
strategic intent of Telco is to simplify operations 
and reduce its cost base while improving 
customer experience. The strategy is aimed 
at positioning Telco to be ready for disruption 
in the telecommunications industry, driven by 
technological innovation and competition. 

Telco is not new to facing the challenge of 
changing market conditions. With a 100+ year 
history, 18+ million mobile subscribers and 
30,000 employees, they have successfully 
manoeuvred through significant market changes 
before. 

However, increased customer expectations, 
intense competitive landscapes and disruptive 
technological changes have created an 
unprecedented storm for them. 

A telco facing 
challenges



Telco and Tech Mahindra leveraged Signavio’s 
Business Transformation Suite to:

1. Quickly identify the current state of the 
company's processes using the automated 
process discovery capability of Signavio Process 
Intelligence.

2. Accurately test the performance of future state 
process designs and select the best design option.

3. Inform backlog changes and ensure that the 
customer experience was effectively realized. 

Tech Mahindra and teams within Telco worked 
collaboratively to execute the four-week sprints 
across critical business processes, some of which 
are listed below.

Process Activation Assurance Field Service 
Productivity

Activations  
Make Ready Retail Process

Identified 
Challenges

 > Process 
bottlenecks

 > Cycle time 
related issues

 > Incident 
management 
challenges

 > Priority customer 
service

 > Multiple truck 
rolls for single 
fault

 > Customer/
Service Provider 
related delays

 > SLA related 
issues

 > Truck re rolls

 > Incomplete truck 
rolls

 > Internal vs 
external 
performance 
issues

 > Cycle time 
related issues

 > Issues with 
customer 
behavior

 > Communication 
channel 
efficiency

 > Solution/system 
efficiency

 > Held orders 
eventually 
getting cancelled

 > Incomplete  
truck rolls

 > Orders 
withdrawn

Outcomes

 > Initiatives to 
reduce cycle time

 > Automation 
opportunities

 > Reduction of 
aged orders

 > Reduction in 
truck rolls

 > Improvement 
of FCR

 > Reduction of 
incomplete truck 
rolls

 > Improvement 
in Field Service 
Productivity

 > Monitoring 
of external 
technician 
performance

 > Elimination of 
least effective 
channel of 
communication

 > Solution 
to improve 
customer 
behavior

 > Identification of 
orders impacted 
by specific 
resources

 > Trend of 
successful orders

Building the 
foundation for 
simplification  

To confidently embark on this journey, Telco 
needed to get a strong understanding of its 
current mode of operations and performance. 
Tech Mahindra, along with Telco’s Process Centre 
of Excellence, conducted four-week sprints 
for each critical business process enabled by 

Signavio’s Business Transformation Suite. This 
helped to discover the process and its variations, 
baseline current performance, identify bottlenecks 
and root-causes and design the future mode 
of operation. Each sprint was structured in four 
phases – Plan, Deploy, Realise and Improve.

Phases Plan Deploy Realize Improve

Activities

 > Discover existing 
process landscape

 > Understand the 
process scope - 
triggers, outcomes 
and process 
dimensions

 > Create a high-level 
process flow using 
Signavio Quick Model

 > Discover the 
supporting application 
landscape

 > Familiarize with the 
data structures

 > Extract and transform 
data into an Event Log

 > Load the data into 
Process Intelligence

 > Automatically discover 
the real process using 
Process Intelligence

 > Identify variations and 
their sources

 > Use Process 
Intelligence to check 
process conformance

 > Generate key 
insights into process 
performance

 > Extend the high-level 
model in Process 
Manager

 > Organize workshops 
to deep-dive into 
the insights and 
identify improvement 
opportunities

 > Conduct hackathons 
to qualify ideas 
and generate other 
improvement 
opportunities

 > Design the future 
mode of operation in 
Process Manager

 > Use Signavio's 
simulation capabilities 
to quantify the  
re-engineered process 
benefits and test 
multiple scenarios

 > Make final 
recommendations  
with quantified  
benefits

Involved 
Teams

 > Telco Process CoE

 > Telco Business

 > Telco Operations

 > Telco Data Team

 > Tech Mahindra

 > Telco Process CoE

 > Telco Business

 > Telco Operations

 > Tech Mahindra

 > Telco Process CoE

 > Telco Business

 > Telco Operations

 > Tech Mahindra

 > Telco Process CoE

 > Telco Business

 > Telco Operations

 > Tech Mahindra



 Signavio has helped us deliver 
 outcomes beyond customer expectations.  
 The speed of delivery has been key 
 to the success of the customer's 
 engagement. 
 Sneh Sagar  
 Lead Business Consultant at Tech Mahindra 

A key operational process within Telco is 
responsible for ensuring a customer’s availability 
during a technician's visit for new service 
activation. By leveraging the Signavio Business 
Transformation Suite, Tech Mahindra was able 
to identify that of the 155,085 times a technician 
was called out (known as ‘truck rolls’), 9% had 
no faults, or the customer was not in attendance. 
By better qualifying and fixing the fault upstream 
in their partner operations, Telco could potentially 
reduce its cost base by $6.5M.

Tech Mahindra 
analysis 
for process 
improvement

Tech Mahindra also identified that multiple cases 
were created when Maintenance & Control 
hand-off was rejected by the Field Services team 
as there was no evidence to prove that 
maintenance work was required. By requiring 
evidence to be mandatory before a handoff, 
incomplete truck rolls could be avoided.

Simplifying processes led to improved processes, 
which led to better outcomes, like the example 
above. This is the foundation on which Telco is 
building its strategy, now and into the future.



Signavio easily standardizes 
processes across your entire 
organization, including different 
business units and geographic 
locations. Assess the usefulness  
of your company’s legacy  
systems, and update them 
where appropriate, as well as 
discovering other opportunities 
to improve your IT infrastructure 
and business/IT alignment. 
Search, create, and share tasks 
with upgraded collaborative 
Signavio capabilities. 

Five use  
cases,  
one  
software  
solution

Managing risk is fundamental 
to companies, globally. Signavio 
helps build a stable and  
consistent process environment, 
meaning compliance violations 
can be detected, and risks 
responded to rapidly. Signavio 
lets you simulate scenarios, 
test controls, and improve your  
organizational response  
times with fully automated 
conformance checks—making 
complex manual reporting a 
thing of the past.

Process automation with Signavio helps cut  
down on repetitive work, reduce human error, 
and detect and eliminate incidences of  
non-compliant process behavior. Analyze your 
business processes to identify opportunities 
for automation, or optimize existing processes  
in preparation for RPA implementation at  
scale. Harness the integrated human and robot 
working loop for managing process excellence  
and transformation strategies.
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 Robotic Process  Automation  
 (RPA) at Scale 

 ERP  
 Transformation 

 Risk &  
 Compliance 

Signavio enables organizations to model their 
current processes, from new customer  
onboarding to payment processing, and discover a 
more efficient way of operating. Harnessing  
the power of process management with dynamic, 
customizable dashboards, and process analysis/
mining capabilities helps improve the end-to-end 
transparency of business processes. Signavio 
swiftly harmonizes operations and business  
decisions across different departments and  
business functions.

Expectations are changing,  
and organizations worldwide 
need to change operational  
perspectives by looking towards 
the customer via an integrated 
360-degree journey technique. 
Signavio journey mapping is 
essential across all personas, not 
just the customer, including  
patients, citizens, employees, 
and the end-user. Put these 
process perspectives at the heart 
of operations, identify contact 
points, and drive customer 
excellence (CEX) initiatives.

 Mapping the  
 Customer Journey 

 Operational  
 Excellence (OpEx) 

The Signavio Business Transformation Suite is the only solution  
to unleash the power of Live Insights to help organizations of  
all shapes and sizes get the most out of their processes. With  
intelligent process mining, companies reduce costs, optimize 
performance, and safeguard their competitive advantage. 

With next-gen collaborative capabilities, business knowledge propels 
process-driven transformation based on conclusive end-to-end  
process evidence. This way, you navigate case scenarios by unlocking 
the persona information, visibility, and quantifiable numbers needed 
for continual growth and customer excellence (CEX) imperatives.

 Almost 60% of companies  
 incurred payment charges  
 from suppliers due  
 to process inefficiencies 



The Signavio Business Transformation 
Suite reduces the time taken to deliver 
value from your intelligent process 
mining initiatives, RPA at scale imperatives, 
end-to-end process orientation, 
collaborative efforts, customer excellence 
strategies... and more!

Boost your business transformation 
activities with a free 30-day test drive.

 Unleash the  
 power of process 

www.signavio.com/try 


