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Abbreviations Used

BRM Business Relationship Manager
CRM Customer Relationship Management
CSlI Customer Satisfaction Index

CSS Customer Satisfaction Survey

DAG Delivery Assurance Group

DAM Delivery Assurance Manager

DU Delivery Unit

GL Group Leader

IOU Independent Operating Unit

IPMS Integrated Project Management System
PDS Process Deployment Support

PEL Process Excellence Lead

PL Project Leader

CSS - Application Training (May 2009)
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Background for revisiting the CSS process

Customers have expressed that our CSS questionnaire:

Is lengthy and time consuming to provide feedback

Needs clarity in the rating scales

Must capture customer’s perception on “Business Value”

Should capture 10U specific inputs, if any

Must keep the feedback system current with changed business environment

CSS - Application Training (May 2009)
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Proposed Improvements in the CSS process

* Questionnaire

— Reduce the no. of questions using Mutually Exclusive and Collectively Exhaustive
principle

— Include “Business value” questions
— Include “Help on the attributes”
— Include 10U specific questions, if any

« Rating system

— Simplify performance scale (Strongly Agree, Agree, Can’t Say, Disagree, Strongly
Disagree)

— Simplify importance scale (High, Medium, Low, Not Applicable)

— Simplify performance against competitor scale (TCS scores better, On Par, Other
supplier scores better)

* Method
— Web-enable the process

CSS - Application Training (May 2009)
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High Level Process Flow

CSS process starts with the initiation of a project in IPMS.

The various steps in the process are given below

o L

NI TATATA AT TATATAT/AT/AT/AT/AT/AT/AL/AT/AL/ALA

\T /AT /AT AT A AT A AT AT AT AT AT AT A AT A A AT AT AT /AT T

CSS - Application Training (May 2009)
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Functionality-In Detall

» CSS Applicability to be set as "Y" or "N"; Default value is "Y"
« |[f Applicability is made “N", reasons to be selected
» CSS Format to be set as “TCS" or “Client”; Default is “TCS”

« Calendar date set to initiate the CSS process
* Reminder mail to PL/GL/BRM 10 days before the calendar date

« Add/edit/delete customer representative names (C
« Customize the CSS form for preferred project name, preferred customer name
« Option to send the form to multiple customer representatives

+ Option to view the CSS form and the mailer

tion to Send/ Resend the survey link

» Customer updates the feedback form and submits
« Submission triggers notifications to PL/IGL/BRM/DAG
« Client format CSS is received offline and data captured in the application

= = ._l.l.' T N A S RCTRCTIY
[\ L A\ L[ \ U LA\ AUZAUZANUZANUZANUZANUZA
I __ Y 3 AL i | Y I o W O
\ i ) s f
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fatv {4
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CSS - Application Training (May 2009)
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Functionality—In Detail

“\
« Causal Analysis for performance feedback "Strongly Disagree”, "Disagree” and "Can't Say”
« PL/GL to conduct causal for project
+ Causal at relationship by GL, DU by DAM and TCS by PDS (after HY freeze)

\

* Project level action plan — option to associate multiple causal to prepare a meaningful action
plan
* Project level action plan flows into QPortal

J
* Freeze/Unfreeze option at DU and TCS level N
» DU level drill down option for PDS
+ Project level drill down option for DAM
+ Action plan for DU by DAM and for TCS by PDS after freeze
« Compute CSI
v,
INTANLTAUZA TN UZATA T AN TZAUZA AT UZA AT LA LA
SV AT AT ST ST A ST STV ST AT ST ST ARSI ST STV STV ST ST AN I 0\ I

CSS - Application Training (May 2009)

TATA CONSULTANCY SERVICES Internal Use Only

(]



Detailed Process Flow

Customer Receives ,| Update Ry = Send notification Receive
CSAT request and submit to stakeholders Action plans
(manual)
A
GL/BRM Set ,OI\:ppIica:JiIiw, —>| Set Calendar i Review action
orma | —> plans; Prepare
v relationship level
Configure and e action plan
send CSS
request i a
Rating < 4
. and/ or CS| Perforrln Prepare
PL Receive Review <TCS causa | action
notification CSAT Target? analysis plan
Prepare and Analyse for Trigger HYa Review project,
DAG/PDS @ deploy DU/TCS level consolidation |<- relationship
improvement improvements (DU/TCS) action plans
plans
« Relationship, DU, Org level causal analysis and action planning
- Handling of Customer provided vendor satisfaction feedback:
> Overall CSI and action plan
CSS - Application Training (May 2009)
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CSS Application Detalls

—— —— — 1 1
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Functionality — Performing Roles

The following table maps the various functions with the corresponding roles and indicates

the slides where they have been discussed in detail.

Functionality Performing Role Slide No.
Set Applicability GL/BRM/DAG 10-12
Set Calendar GL/BRM 13-14
Configure/ Send PL/GL/BRM 15-19
Update CSS form Customer 20 — 23
Capture Client feedback PL/GL/BRM 24 — 25
format
View Status, Perform causal | PL/GL — Project 26 — 30
analysis , Prepare action GL — Account 31 -32
plan DAM - DU 33 —34
PDS - TCS 35— 36
Freeze DAM - DU 37
PDS - TCS 38
Reports GL/DAG/PEL/PDS 39

TATA CONSULTANCY SERVICES

CSS - Application Training (May 2009)
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Set Applicability & Format-GL/BRM/DAG

* Applicability and Format can be set by GL/BRM/DAG

» For CSS Applicability = “N”, and the reasons for non applicability is “Tagged with another
project”, then the associated project name must also be selected.

« Sort and Filter options are provided for applicable columns.

10 CSS - Application Training (May 2009)
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Set Applicability & Format—GL/BRM, DAG

Set Appllcablllty screen

e MR. Tengyong Yang Home | Help | Logout

-
Beyond iPMS TaTA

TATA CONSULTANCY SERVICES

Customer Satisfaction Survey | Project Start Up  Reports

of Sand Survey

Search
criteria plicable Projects

Accourmilame: [Motorola (China) Electronics Ltd., - Personal Con| Applicability status: @ Al ¢ CSSApplicable ¢ S5 Mot Applicable

Project Name: [Tvpe to search | Project Status: @ Al Active © Closed

Select “Reasons

Default Show[1g +| results per page 1-10 for non
Apphcab"'ty |S “Y" ct Name licable Reason for Non-Applicability Ass0Cizg app“cablllty from

> the drop down list

& Format is “TCS”

QROLA KOREA No ~l|Jves | Actve [select

<C| WEB SUPFOR ||| ves -|  Adive Fselect
200004558 MOTMDB-32226-MD L3 SUPPORT H: [Veg SBEE = Active ED el |
800008229 MOT DASES SUPPORT HANGZHOU [Yes =] [Yes v|  Active Eﬁﬁﬂ’ﬂéﬂgﬁ%ﬁﬂu |
200008231 | MOTOASES-33359-MD ERP SH [ves =] [Yes =] actve  [Soieq =
800011797 MOTOASES-1014-GPPLIL2SGP  [ves ~] [No =] Actve  [Seed =
800013261 | MOTISC-7813-BDS CNPL CHINA [N x| fves | Acive |TAGGED TOANOTHERI »| [3D MODEL DEVELOPMENT F{

— = —]

CSS - Application Training (May 2009)
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Set Applicability & Format—GL/BRM, DAG

Set Applicability screen

Project Lookup

Search Criteria ﬁ

TATA
Project Id: | Project Name: TATA CONSULTANCY SERVICES

Search Result o Client-format Feedback  Tracker

Home | Help | Logout

If “reason for non \

applicability” is
“Tagged to another
Applicabili status: & Al © css applicabl  project”, the GL is
Projectstatis: & Al C acive © cid  required to select the
~ appropriate project
SN o name from the
project lookup list.

D D |:| 12 |:| |:| |:| 1 - 10 of 529 record(s) found.

Project ID Project Mame

800030378 .NET DEVELOFMENT

750100684 2065074_WO8T4_RCML3_CN
144541833 30 MODEL DEVELOPMENT FOR BOSCH
800003573 AB LN TO .NET MIGRATION |
144539111 ACCESSORIES DEVELOPMENT
800003293 AES PROJECTS 2006 CHINA
800004585 AES PROJECTS 2007 - CHINA
144843162 AHMS_DECOMMISSION_ESWVC_HK

~

~
Show|qg | results per pagens ~ I]-mc,fg,ﬁ vI Mext

us | & T | Reason for Mon-Applicability | = | Associated Projec. “ame

800003574 AL EBS PRODUCTION SUPPORT
800013624 ALCOA DBA PROJECT

D D D 12 |:| |:| |:| 1-10 of 529 record(s) found.

4k

| select = ~ =

ffrete |TAeED TO ANOTHER I +] | g,

' ||| |6 Local intranet | Protected Mode: On | ®100% v gpctive  [Select = =
0T OASES SUPPORT HANGZHOU [ves = [ves =] Actve [Selea = | =
IOTOASES-23380-MDERPSH [Ves = [ves =] Adve [Selea = | =
IOTOASES-1014-GPP L1LZ SGP  [ves =] [Na <] Adive  [Seea = | =
MOTISC-7813-BDS CNPL CHINA - [ Ng >l Jves | Actve  |TAGGED TOANOTHER I x| [3D MODEL DEVELOPMENT FORBOSC [7)

CSS - Application Trg 4 ay 2009)
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Set Calendar—-GL/BRM

Start date should be set within the first six months of the project

This screen provides option to the GL to modify the existing calendar date, by changing
the Start date value

The next two calendar dates will be displayed on the screen, where appropriate

A reminder mail will be sent to the PL,GL,BRM 10 days before the calendar date, to
configure and send the survey request to the customer

5 CSS - Application Training (May 2009)
1
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Set Calendar—-GL/BRM

Set Calendar screen

me MR. Tengyong Yang Home | Help | Logout

-
Beyond iPMS e

TATA CONSULTAMCY SERVICES

Customer Satisfaction Survey | Project StartUp  Reports
Home  Set Applicability Set Calendar Configure/ Send Survey  Capture Client-format Feedback  Tracker

| @ Data was saved successfully.

Customer Satisfaction Survey Calendar

Select Project

“ProjectName:  |Onsite- Motorola Korea(141217410)

Previous CSS

Project Details Previous Feedback Info - feedback info
displayed, to help set

Project ID: 141217410
Project Start Date: 01-Jul-2004 Customer Feedback is not collected yet. the current calendar
ate: 31-Dec-2009
Set CSS
calendar date isfaction Survey Calendar

* Starting Date: | 01-Dec-2004 = |

CSS Calendar
01-Jun-2009 H12009-2010
Displays next 2 01-Dec-2009 H2 2009-2010

calendar dates

[ Save N Close |

TATA CONSULTANCY SERVICES | " | L, only




Configure/ Send Survey—PL/GL/BRM

« Customise the project name
— Include “Preferred Project Name” with a name as understood by the customer
— Default IPMS project name
Update Customer representative details
— Add new customer representatives
— Include “Preferred Salutation” to personalise addressing the customer
— Include customer mail id
— Edit/Delete customer representatives added using this screen
Enter appropriate Feedback Period (can be six months or lesser)
View the CSS form
View customer mailer (with preferred project name, preferred salutation)
Allows sending survey request to multiple customers
Allows “Resend”, when the survey link expires after 15 days

15 CSS - Application Training (May 2009)
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Configure/ Send Survey—PL/GL/BRM

Configure/Send Survey screen

-T.
Beyond iPMS T

TATA CONSULTANCY SERVICES

Preferred
project name
(as
understood by
the customer)
entered here

Customer Satisfaction Survey | Project StartUp Repors

Home st Applicability  Sef dar Configure/ Send Survey Capture Client-format ack Tracker

Record for the Customer Representative are Saved Successfully.

Feedback
period
entered here

ectName:  |Onsite- Motorola Korea (141217410) | *Preferred Project Mame [Motorola reengineering project

View customer
Project 1D : 141217410 Project Start Date : 01-Jul-2004 Project Type Maintenance mailer and the
3 Motorola Korea-Inc Project End Date : 31-Dec-2009 Project Location : TCS - China CSS f
orm
Add new
customer back F Dat = Feedback Due Dat 03-Jun-2009
. iback From Date : 01-Dec-2008 eedback Due Date - un-
representatlv I—I
detail back To Date : 30-May-2009 | =
e details Edit/ Delete
Customey\Representative Information customer .
m representatlve
L 2w .
details
Customer Representative Designation | Customer Mail 1d Mail Content Contact Mo.
Mame
Send/ Badru SK badruzzaman.sk@tcs.com  Hello Badru..  View Edit Delets
Resend Usha Narasimhan n.usha@tcs.com DearDrlUsha ... View Edit Delete

— = - L3 . . r B -
TATA CONSU LTANCY SERV|C ES -16 Internal Use Only




Add Customer Representatives detall

Configure/ Send Survey — Add representative screen

ome MR. Tengyong Yang Home | Help | Logout

‘T‘
Beyond iPMS A

TATA CONSULTANCY SERVICES

Customer Satisfaction Survey  Project StartUp  Reporis
Home  SetApplicability Set Calendar Configurel Send Survey Capture Client-format Feedback  Tracker

Add Customer Representative Information
Customer

Preferred
salutation
\included here

Customer Representative Information

*First Mame |Eladru | Designation

Middle Name : | | * Preferred Salutation : |Hellg Badru

*Last Mame : |SK | For example, Dear Or. Andersen, Dear Susukd-san, Hello Rsj - depending on how you wsualhy

address this client in emails

Country : | | * Official Mail 1D - | badruzzaman.sk@tcs.com —

City : | | Mail id (only

Contact Number : | | | I I pfficial mail ids)
Country Code Area Code Phone Extension included here

soe

CSS - Application Training (May 2009)
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View customer mailer

. Configure/Send Survey screen
@8 NextGen iPMS - Microsoft Intemet Explorer provided by TATA CONSULTANCY SERVICES =lo] x|

Hello Masish, TATA
TATA CONSULTANCY SERVICES

WWe iile you to participate in our Cuslomer Survey, to tell us your vigws on our performance. Your leedback
will help us meet your axpectations and sense you bether

The survey consists of 15 questions pertaining to Quality of DelhveryrSendce, Quality of Expenience, Business
Value and Learning efectiveness, I will take approximately 15 =20 minutes for you 1o complete the suney. You
can also provide addilional feedback in the space provided. You may Save your résponses as drafl, and
confinue later

All responses will be Kepl stricly confidental

To begin, please chick the surdsey URL below:

Should you expariencs tachnical difficulies please contact Ms. Liping Tao at

Motorola reengineering project

Thank you in advance for taking this survey. On completion, you will recehe a POF copy of the feedback for
your referance.

Ve value our relaionship with you and appreciate your parcipation in our effon towards excallence

5: nf,r:i g Tao Project Type : Maintenance
Tata Consullancy Senices Project Location : TCS - China

Feedback From |Feedback To Feadback Due
Project Name

MOT OASES Support H . . : : :
Sorvices 01-Dec-2008 30-Apr-2009 10-May-2009

Add New

=~
ﬁ Customer Representative Designation | Customer Mail 1d Mail Content ( Contact Mo.
Mame

- Badru SK badruzzaman sk@tcs.com Hello Badru ... Edit Delete

- Usha Marasimhan n.uzha@tcs.com Dear Or lsha View Edit Delete

= 1= ir i — e — .-..-\.9)

N ‘ .
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View CSS Form

Feedback

Project Details

Project Name: (Onsite- Motorola Korea Preferred Project Name : Motorola reengineering project

Feedback Form

Performance Feedback Performan mpa
best other plier

Quality of Delivery [ Service

i Delivers on time, meets : g
" High Strongly Agree o) | €
Scheduled Commitments g3 2 B ‘J HES e ety
Medium Agree " Both are at par
" Other supplier scores better
Low
Not Applicable Disagree j
} Strongly Disagree

2. |Delivers within Budget g High Strongly Agree _J " TCS scores better
Medium Agree " Both are at par
" Other supplier scores better
Low
Mot Applicable Dizagree -——]
Strongly Dizagree
3. Provides Solution/ Service that ; -
High Strongly Agree = 0
meets expectations gg a R _] TCS scores better
Medium Agree " Both are at par
" Other supplier scores better
Low
Mot Applicable Disagree —j
=]

CSS - Application Trg

iy 4 ay 2009)
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Update TCS Format CSS Form-By Customer

* On click of the CSS request URL, security verification screen opens up
* On successful entry, the CSS form opens up for update
« Allows Save As Draft

» Allows update of the default Importance Scale of “High”, which will be default in the next
request

 Displays “Help” on Attributes on click of the help icon
» Additional feedback section (Optional)
« Submit feedback

20 CSS - Application Training (May 2009)
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Update TCS Format CSS Form-By Customer

TCS Format CSS Feedback Form Security Validation Screen

(®) Customer Satisfaction Survey oA

- "- TATA CONSULTANCT SERVICES

Welcome to TCS' Customer Satisfaction Survey

Typa the characdlers displayed in the following picture. This is to venly your logon credentials, Why is this important?

Leilters are case sensiive

@

L e

- CSS - Application Training (May 2009)
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Update TCS Format CSS Form-By Customer

TCS Format CSS Feedback Form

Walcoma MANISH SAXEMA

(@ ;' Customer Satisfaction Survey -

@ TATA CONSULTANCY SERVICES

“Save as Draft”

Project Details option

Project Mame : Motorods - DB support project G558 ReguestDate ;.  06-May-2009 Feedback Peried : From 01-May-2008
Feedback Due Date | 21-May-2009 To

Help on
) ack Form
Attributes
; Aftributes Iimponance Scale  Performance Feadback Ramarks Parformance companed with bast
displayed on Dttt
click of the :
. Defiveryisendce
help icon -
Dalrars on ime, meets High R — =] " TCS scores better
... 3 pen Miadiym agres " Both are al par
Deliverables are on line or as per ™ Dther supplier scores bakler
the commitments agreedto. _ Low =
Hot Appbcabia Disagres ;[
Strongly Disagres
|
2 .g'lmm"m“' . High Sirnaghy Agres . _—] " TCS scores better
S AN Mpdium Agres " Boih are at par
[  Oiher supplier scores baller -
L
CSS - Application Training (May 2009)
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Update TCS Format CSS Form-By Customer

TCS Format CSS Feedback Form

Sirongly I:lmnreel

3 . Proactively offers Idnas.l'. . LS WEE
aplional mnovations Hghé Rt e
meet your Business i | ]
Objectives g
Low
Additional Mol Appicable Dipngres
Feedback Sirongly Daagres

section

]| © TGS scores better

" Both ase at par
© Other supplier scores baler

L2

| Additional Feedback{Optional)

: VWiould racommend TCS within and oulside your arganigation?
| Sedect One -

Whiatl e this Top 3 Sirengihs of TCS in your perceplion™

What are the Top 2 Improvement Opponunities for TCSY

Howw would rank TCS amongst your supplier pooal?
|5-ulm:l Onee *i

g | —
i

=]
=} | =
-l.l'n'ﬂ‘d'lﬂ commeants -
| Submit
feedback
option
s i

TATA CONSULTANCY SERVICES
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Capture Client Format Feedback—PL/GL/BRM

» Captures feedback period
 Allows entry of the CSI values
* Option to enter qualitative feedback

CSS - Application Training (May 2009)
24
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Capture Client Format Feedback—PL/GL/BRM

Capture Client format feedback screen

Cusiomer Satisfaction Surwey

Froject Star Up

Capture Client-format Feedback

Salect Project

*Project Mame: MOTISC-8793-GPP L3 Supporti30D0 15869}

Project Details

Project 10 B0 5860

Customer Name: Moatorola (China) Elecironics
Lid., - Personal Comm

" CSAT Dotails

OS5 Mama
* Faedback From Dale;
* LS5 Request Date
* Customer Ropresentatroe MName
= CSI(%);
Customear Remarks

01-Jar-2008
31-Mar-200%

LIsha

B7.5

wery good Suppar

TATA CONSULTANCY SERVICES

Project Stan Data:
Project End Date

25

M -tan-2008 Froject Type: Davedopamant
M -Mar-2008 Froject Location.  TITL = Hangzhou

*Feedback To Dats 31-Mar-2009 .
OO0 Recobeed Date I-Apr2008 | o
Designation:

CSS - Application Trg
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Track and Monitor CSS status

» Helps track project level CSS status
— Suitable search criteria
— View CSS status, Link status
— View Submitted CSS form
— View CSI (%)
« Helps initiate causal analysis
« Usability features
— Allows Hide/Unhide columns
— Resize columns
— Sort and Filter data

CSS - Application Training (May 2009)
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View Project Tracker—PL/GL/DAG/PEL

Tracker screen - Project

Cusiomer Satisfaction Sureey

=

Customer Satisfaction Tracker

Search C5S
Project Name:; MOT OASES Suppon Hangzhout C35 From: m
Request Date From: = C55To [-Belect- =]
Request Date To — C31 From % To: o5
£S5 Status: Im
Lifk Status m

C55 Search Resulls

¥ propct D

SK Badruzzaman Yes

WBOT DASES Support Hangzhou ¥ Propsct Mams Sent

EDO00BZ2S  WOT DASES Suppor Hangzhou Manish Saxens ves ¥ Customer Representateeg Senl
B00008229  MOT OASES Support Hangzhouy SK Badruzzaman Yes = s soetived
BOODORZ2S  WOT OASES Suppart Hangzhou K Badruzzaman Yes ™ css Hame Sent
00008229  WOT DASES Supparn HangInhou SK BASrUIIEmAR YEN W cs5 Apphcabiity Sent
BOO0OEZ2S  WOT OASES Support Mangzhou Yes W Ce% Format scehved
BO000EZIY  MOT DASES Suppor Hangzhou Yes ¥ 55 Sintus Sant
‘| ™ Reguest Date

TATA CONSULTANCY SERVICES

Actrie

Actron

Search criteria

for tracking
CSS status

Options to
1)Sort, Filter
2)Hide/Unhide
columns
3)Resize
columns

_J

Submitied B1.43
Acinoe
Agtha

Submitied E£8.57

L=

CSS - Application Training (May 2009)
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Perform causal analysis, prepare action plan—pL/GL

Mandates causal analysis when performance rating is “Strongly Disagree”, “Disagree” or
“‘Can’t Say”

Overall causal analysis mandated when CSI < TCS target
Associate/ Prepare action plans
Allows mapping action plans to multiple attributes

28 CSS - Application Training (May 2009)
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Perform Causal Analysis—For mandatory attributes

Causal Analysis screen - Project

Causal Analysis
Project Detais

C55 Mame 2009-2010-H1.2
Froject Name: MOT OASES Support Hangzhou
C51(%) 81.43

Causal
mandatory for
“Strongly
Disagree,
Disagree and
Can't Say”

~

_/

—
Help on
attrl_bUteS 1 Deboars on bme, mesls Schedulsd Commitment E Hedum Strangly done excellen _J __I
available on Dsapree
_click s 1
2 Debvers within Budget B Low Dsagres J __I
Associate / %] =}
Prepare Possesses Technical experise o meel your business  High Cand Say __I ;I
Action plans eieesi
2 =

[ Aasociale Action

[(Part - B)Mandatory) Overall Causal Analysis |

Overall causal * Area of Concem Cause Actior Planned StavEnd Date
mandated

when CSI <
TCS target

29
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Prepare/Update action plans—PL/GL

Action Planning screen - Project

: MR. Tengyong Yang

Beyond iPMS

Customer Satisfaction Survey | Project Start Up

Repors

Home Set Applicability SetCalendar Configure/ Send Survey  Capture Client-format Feedback  Tracker

Action Association With Attributes

Action Items
1 Planned Action
plani -
. )
Associate =
attributes for the Planned StartDate  Planned End Date
proposed action [04-May-2008 | = [30-May-2008
Assigned T
r.r_f-_c-s to search | =

Actual Action

action

s

-

Actual Start Date

Actual End Date

12-May-2009

| B [19-May-2008

Home | Help | Logout

b

TATA

TATA CONSULTANCY SERVICES

Collaborates effectively to accomplish Mutual GoalsRegquirements
Ensures ready accessibility of Key personnel

Option to add
multiple

TATA CONSULTANCY SERVICES

-30 -

Remove

Remove

CSS - Application Trg
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View Account level CSS Tracker—-GL/BRM

Tracker screen - Account

\Sstomer Satisfaction Survey  Project StartUp  Repors
Search

>riteria to
/iew account
evel CSI
/alues

mat Feedback  Tracker

tomer Satisfaction Tracker

* Account Name:

[T Selectal ﬂ CSSFrom:iggga_ggng H1 v]
W  Good Technology CSSTo: [2008-2009 H2 )

™ Hanazhou city commercial bank

C55 Search Results for Accounts

|
= Perform

account level
causal
analysis after
HY freeze

Account Name | | ¥ | CSl-Standard(%) tandard + | C5l -Standard +
DU + Non-TCS(%)

_/

Mo records found with given search criteria.

C55 Search Results

| Account Name | &
| |

|
Kl

Project ID| 5 | Project r-lame_ = | Customer F‘.epresentat'r'.-e_ =i, Al e r|::-; -

CSS Name | 4 | C55 Applicabiity | 4 v | CSS Format| 3 r

Mo records found with given search criteria.

CSS - Application Training (May 2009)

TATA CONSULTANCY SERVICES R Internal Use Only



Perform causal analysis/prepare action plans-GL

Causal analysis and Action planning screen - Account

Account Causal Analysis
Relationship Details

Relationship Mame Molorola (China) Electronics Lid., - Personal Comm
C33 Perlod: 2009-2010-H1

C31 -Standand(%) TEAT

C31 -Standand=D0U %) 7319

CS1 -Standand+DU+MNon-TCS(% ) 8819

1 ___I _I Planned Action Planned Start Date

Flanned End Dalte

e b

Assigned To
Agtual Action

Actual Star Dabe

Actual End Date

R L

[ 7 Now o] Dot

Account level causal analysis and action planning done only after HY freeze
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View DU level Tracker—-DAG/ PEL

Tracker screen - DU

Cusiomer Satisfaction Survey Propect 513

Customer Satisfaction Tracker

" Deldvery Uinit

¥  Select Al C33 From: [2008-2000 H2 ~|
W 1S-BFS2-Parent CE3To jznuqrmm H1 |

Drill down
option to view
the account

level CSls

Dialreery Linit = = | S LSl -Siandard «
DU + Mon-TCS(%) 2

SqAE. 2006 12 52232 Perorm Causal

E-SFo Peret @020z 0200000 | 0B

CSi -Slandarr

r
D + Mon-TCS(%

Account Name cas C5} -SHandard(%)

Bank of Amarica S008- 2009 H2 8500
TES internal 2008- 2000 H2 B3 25 BaT2 1378

Citicorp Credit 20082009 M2 4500
Services ng. (USA)
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Perform causal analysis/prepare action plans-DAM

Causal analysis and Action planning screen - DU

T
EE}"D"H iPMS TATA

TREA COMNOUATAJCY UM PATIT

Customar Salisfaciion Survey Projec Stant LUp

§ i = gy e v

Delivery Unit Causal Analysis
Dalvery Unit Details

Delivgny Linid Mame 15-BF 5 2-Parant
CSS Period 2008- 200912
C51 -Standana{®)

C51 -Standard - DU{%)

S -Standard+DU+MNon-TCS5(%)

1T COmmn _| Traimng _I Planned Aclion Plannad Start Dale
Training =] | |[eo-aprioes  |B=
_'I Flannad End Date

[30-Apr-2008 m
Aciual Slart Date
15-Apr-2000 =
Actual End Date

=
_'I 20-Apr-20:08 =

Azsigned To M5 Saveri Nayak
Aciual Action
Dane

DU level causal analysis and action planning done only after HY freeze
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View Orq level Tracker—PDS

Tracker screen - TCS

e MR. ANILKUMAR BAINDUR Home | Help | Logout

T-
Beyond iPMS TTA

TATA CONSULTANCY SERVICES

Customer Satisfaction Survey  Project Start Up leports

Home Tracker Freezing

Customer Satisfaction Tracker

CSS From: Iggug_gggg H1 vl CS5To IQDUB—EDDQ H2 "I

Drill down
option to view
the DU level

Organisation ( Period = C! standard(%) +
CSis : .

sarch Result

2008-2009 H1 7327 Perform Causal

TCS 2008-2009 HZ 77.02 Perform Causal

Deliv

Hungary GDC 2008-2009 H2

I5-BFS2-Parent 2008-2009 H2

IS-Insurance2- 2008-2009 H2

Parent

MS1-Parent 2008-2009 H2 89.91

NGM-Emerging 2008-2009 H2 89.45

Marketz5-Parent

NGM-India1-Parent 2008-2009 H2 79.50

SGB-TCS FS1- 2008-2009 H2 78.80

Parent
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Perform Causal Analysis/Prepare Action Plans-PDS

Causal analysis and Action planning screen - TCS

Welcome MRS. SUMA DINESH Home | Help | Logout

T
Beyond iPMS TaTA

TATA CONSULTANCY SERVICES

Customer Satisfaction Survey  Project StartUp  Reports

Home Tracker Teezing

TCS Causal Analysis

Organization Details

Qrganization Name : Tata Consultancy Servies
CSS Period: 2008-2009-H2

CSl -Standard(%):

CSl -Standard+DU(% )

C&l -Standard+DU+Mon-TCS(% )

Serial | “Area of Concern Cause Action Planned Start/End Date

17 areat ~|/| [caused | Planned Action Planned Start Date
plani ~| |01-Apr2008 |

Planned End Date

30-Jun-2009 =

Assigned To /22 =21 | Actual Start Date

Actual Action i
01-May-2009

action1 -
Actual End Date

= 19-May-2008 =

TCS level causal analysis and action planning done only after HY freeze A
- CSS - Application Trg 4 ay 2009)
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DU level Freezing—For consolidation purposes

Freeze screen

e M5. Yonghong Chen Home | Help | Logout

lTn
Beyond iPMS A

TATA CONSULTANCY SERVICES

Customer Satisfaction Survey | Project Start Up  Repors

Home  SetApplicability  Tracker Freezing

CSS Freezing

Search Criteria

Delivery Unit: [Type to search *C8S Cycle: | 2008-2009 H2 ~| HY to freeze,

* Status: Al - selected here

Search Result

Delivery Unit 355 Cycle Frozen/Reopen By Date =
ina - H rozen . Yonghong Chen -ADT-
- China GDC 2008-2009-H2 F M3, Y h Zh 28-Apr-2009
-Hangzhaou - H rozen L -ApT-
- TITL-H zhou GDC 2008-2009-H2 F MRS. SANDHYA KAKKAR 09-Apr-2009

2 records found.

N
E:reeze OptionJ ———— | | Feezel) | | Beopeny)

CSS - Application Trg 4 ay 2009)
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TCS level Freezing—For consolidation purposes

Freeze screen

e LR ETEeuew] PR sy

Search Criteria

Delivery Unit:

Search Result

*(CSS Cycle:

* Status:

Show|1p =

2008-2009 H2 ~

All

results per page

-

1-100f82 ~| Next[d

Select

=
-
-
-
-
-
-
=

ABM1-Parent

Americas 1-Parent

Argentina GDC

Assurance Sernvices1-Parent
BFS

BFsSI

BPO1-Parent

BFO1-Parent

BRAZIL GDC - Others

2008-2009-H2
2008-2008-Hz2
2008-2009-H2
2008-2009-Hz
2008-2009-H2
2008-2009-Hz
2008-2009-H2
2008-2008-Hz2
2008-2009-H2
2008-2008-Hz

Frozen
Reopen
Frozen
Frozen
Frozen
Reopen
Reopen
Reopen
Reopen

Frozen

MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN
MRS. SANDHYA KAKKAR
MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN
MR. 5.K. BADRUZZAMAN

19-May-2009
28-Apr-2009
29-Apr-2009
D6-May-2009
27-Apr-2009
29-Apr-2009
09-Apr-2009
19-May-2009
28-Apr-2009
28-Apr-2009

Freeze,

Reopen Banking Finance and Securities
option for

required DUs iaq_1- 10 records.

TATA CONSULTANCY SERVICES

1-100f82 ~| MNext[d

oo T AppIvauuvll 1iq

Int

HY cycle
selected here

ay 2009)
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Reports

Reports Menu

Preference 1S, SUMA DINESH Home | Help | Logout

selection option &
to customize 1d iPMS TATA
data C0|umns in = TATA CONSULTANCY SERVICES

the report Niction Survey  Project StartUp | Reports

Submitted Job
Status — Extract

Details of Projects with Calender set status Report Queue

Detailz of C55 Applicable projects in TCS format Report Queue

Of repo rs List of CS5 Applicable projects which have not collected C35 Report Queue
available here wise Report Details of CSS with Attributes Report Queus
“nalysis Report Details of CS5 Causal Analysis for DU Report Queue

55 Dashboard Report CSS Dashboard Report Queue

CS5 Aftributes Dissatisfiers Report CSS with attributes less than pre-defined limit Report Queue

C33 Extract For Q125 Report CSS Extract For Q25 Report Queus

CE5 Applicability Report List of projects showing CSS Applicability Report Queue

C3S Sent/Received Status Report Projects with CSS initiation Status Report Queue

C33 Coverage Report Delivery Unit Wise Report L35 Coverage for DU (Summary) Report Queus

C33 Raw Data Report CSS Raw data for Core PEG Report Queue

C33 Coverage Report CSS Coverage for DU (Detail) Report Queue

Reports as applicable to the roles can be generated using the Reports Menu

.39.- CSS - Application Training (May 2009)
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a. Set Applicability Menu

a.
b.

Set CSS Applicability (update reason for non applicability)
Set CSS Format

b. Set Calendar Menu

a. Allows modification of the CSS Calendar Date

b. Triggers a mail 10 days before the Calendar Date
c. Configure/Send Menu

a. Add/Modify/Delete customer representative details

@~0o00o

a. Include customer preferred salutation
b. Include customer mail id (official mail id)
Send the CSS request to multiple customers for the same project
Set appropriate Feedback Period (six month or lesser)
View CSS Form
View Mall that is sent to the customer
Send survey request
Resend survey request, if the link expires

Contd...



d. Capture client format feedback Menu
a. Update CSI
b. Qualitative feedback
e. Tracker Menu
a. Project Tracker
a. Track CSS status
b. View CSI
c. View received CSS feedback
d. View CSS/Link Status
e. Perform causal analysis
f. Prepare action plan
b. Account Tracker
a. View account level CSI
b. Perform causal analysis after HY freeze
c. Prepare action plan
f. Reports Menu
a. Generate reports applicable to this role



a. Configure/Send Menu
a. Add/Modify/Delete customer representative details
a. Include customer preferred salutation
b. Include customer mail id (official mail id)
Send the CSS request to multiple customers for the same project
Set appropriate Feedback Period (six month or lesser)
View CSS Form
View Mail that is sent to the customer
Send survey request
Resend survey request, if the link expires
b. Capture client format feedback Menu
a. Update CSI
b. Qualitative feedback

Q@~0o00

Contd...



Role-PL

c. Tracker Menu
a. Project Tracker

a.
b. View CSI

c. View received CSS feedback
d.
e
f.

Track CSS status

View CSS/Link Status

. Perform causal analysis

Prepare action plan

44
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a. Set Applicability Menu
a. Set CSS Applicability (update reason for non applicability)
b. Set CSS Format
b. Tracker Menu
a. Project Tracker
a. Track CSS status
b. View CSI
c. View received CSS feedback
d. View CSS/Link Status
b. DU Tracker
a. View DU CSls
b. View Account level CSls
c. Perform causal and prepare action plan after HY freeze (DAM only)
c. Reports Menu
a. Generate reports applicable to this role



Role-PDS

a. Freeze Menu

a. Freeze/Reopen for required Dus
b. Tracker Menu

a. View org level CSls

b. View DU level CSls

c. Perform causal and prepare action plan after HY freeze
c. Reports Menu

a. Generate reports applicable to this role

46 CSS - Application Training (May 2009)
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For Tech Support — Log a Ticket in GHD (Ux Services - Beyond IPMS)
For process improvement/ suggestions raise a CR in KNOWMAX - PEG - Delivery
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