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NIIT SmartServe believes in becoming an extension of
its partnering organization. As a result, all processes
and functions get synergized to achieve greater
growth for you. In today's tough and competitive
business environment this expertise becomes critical
to help you win the corporate race.

NIT specializes in training, software and learning solutions and has a presence in
44 countries. NIT SmartServe draws upon NIIT's two decades of experience to

provide services across the value chain in the BPO process.

NIT comprises NIIT Ltd., which is the education and knowledge solutions business
and NIIT Technologies, which is the software solutions and BPO business. Of these

NIIT Technologies is the parent company for NIIT SmartServe.

NIIT SmartServe provides Back Office Processing and Contact Center Services to globally
dispersed organizations in verticals such as insurance, banking and finance, utilities,
telecom, data research, media and entertainment, education and training. The services
provided include compliance verification, back office processing, contact center, customer

support, telemarketing/collections, technical support and remote learning services.




Skillability/Scalability

NIIT SmartServe's unique approach to human resource
processes attracts and retains the best talent available.
Be it training, performance evaluation or career
development processes — all aspects are carefully
geared to each individual’s needs.

The ability to ramp up with speed comes from NIIT's
experience and expertise in training. NIIT is in contact
with over 350,000 students across more than 2500
centers in India. This powerful access to talent pools
plus NIIT SmartServe’s rigorous selection process
covering parameters like motivation level, ability to
work in teams and analytical abilities ensure the right
fit of staff into appropriate roles. It allows NIIT
SmartServe to rapidly develop the requisite skill sets
of personnel to meet the challenging needs of the
partners. The resultant faster ramp up and training
ensures that the advantage of reducing time to market
and the consequent value additions accrue to you,
the partner.

Recruitment and selection: Candidates have
to pass through a rigorous series of tests before
selection. These include aptitude, cognitive ability

inventory and fundamental interpersonal relations
orientation-behavior. Additionally, a human resource
team and functional managers interview candidates
on a one-to-one basis to select only those individuals
who have high motivational levels, ability and
willingness to work in teams. They must demonstrate
initiative, have high service ethics/values, good
analytical abilities, computer literacy, ability to learn,
acute observation and eye for detail to catch
discrepancies. The selected candidates would excel
at all this and additionally they would be team
players with the ability to set goals and exceed them
wherever possible.

Training framework

NIIT SmartServe's training and skill building expertise
comes from NIIT's two decades of experience in the
field. Today NIIT is recognized as a leading global
education organization. NIIT's network of about 2500
centers spans 44 countries, including China, where
the company has played the role of a pioneer.
IT industry surveys, based on inputs from IT and non-
IT organizations, show that NIIT's students are the
first choice of recruiters.

NIIT SmartServe has the additional advantage of
sourcing trained resources and training skills from
PlanetWorkz, the BPO training division of NIIT which
provides training to some of the leading BPO's in India
(www.planetworkz.com).

The People

Easy scalability — NIIT’s BPO training

business ensures scalability of business.

Access to a large resource pool - 350,000

students across 2500 training centers.

International recognition for HR practices
— The company is driven by a strong vision
of learning, growth and development.
Its people oriented policies are reflected

in low attrition rates.




The right orientation

It is NIIT’s quality orientation, guided by the
principles of six sigma that makes NIIT SmartServe
a process driven organization. Innovations on
the work floor drive continuous process improvements
— as a result NIIT SmartServe's partners get
greater benefit.

Innovative solutions

For any organization, outsourcing starts with an
assessment that identifies the processes that are
viable for outsourcing. You could either carry out
this process yourself, or look to experts. Transition
and operations experts at NIIT SmartServe help you
identify these processes through agenda driven
conferences and workshops.

Joint teams comprising experts from NIIT SmartServe
and partner organizations examine and determine
possible solutions in areas like process
transition/migration, technology/telecom, risks
involved, their mitigants and cost benefit analysis.

Process transition

NIIT SmartServe's robust business process migration
management methodology results in exceptional
quality and predictable schedules. A formal transition
cycle ensures a systematic transition from explicit
and implicit requirements to an innovative solution
in keeping with your business goals.

Standardized and comprehensive frameworks identify
possible risks and deploy mitigation plans jointly
with you, before beginning operations. Furthermore,
the transition process has specific toll gates that
ensure each phase is completed to prescribed
standards. Key success parameters and milestones
are identified so that as a partner you can regularly
monitor performance.

Fast ramp ups

It is the NIIT group's experience and expertise in
training that enables speedy ramp up. NIIT's 2500
education centers with access to 350,000 students
give NIIT SmartServe access to a large and perennial
talent pool. NIIT's training heritage also helps to
address changes in partner's/client's needs and
requirements for change or upgrade of skill sets of
personnel. Fast response to personnel ramp up and
skill sets enhancement are key to addressing the
client's needs, especially in case of fluctuations in
transaction volumes.

Process Improvement Workflow

Teams suggest best
practices for replication

1. Experience based

Formalize process

Replicate Evaluate pilot

2. Goal based

Central pool of improvement areas

Monitor Evaluate suggestion

Analysis

3. Analysis of processes

Identify opportunity
for improvement
Prepare improvement plan

Conduct pilot Recommend solution




Fall back systems

NIIT SmartServe is constantly fine-tuning its operations
to help maximize the benefits of outsourcing for
you and fall-back systems are pivotal in ensuring
maximum productivity.

The unique Knowledge Portal

The Knowledge Portal is a framework of
methodologies, practices and technologies that allows
NIIT SmartServe to trap knowledge flowing through
a process and convert it into knowledge bases.
These knowledge stores are available to you for
collaboration/sharing and analysis. Moreover, these
can be accessed in any format or frequency.

The Knowledge Portal is designed to work in parallel
with standard process methodologies and offers an
efficient method of managing both complex and non-
complex business process outsourcing projects.

Technology assurance

NIT SmartServe offers an absolutely secure multi-
service (voice/data/video) infrastructure. This offers
redundancy through meshed network, with auto

re-route facility and in-built fault tolerance with service
provider or media diversity.

To complement the personnel ramp up and scalability
the technology infrastructure is highly scalable and
has no single point of failure.

Especially notable is the feature of zero last mile since
NIT SmartServe has direct access to carrier backbone
right inside the facility in India, with two different
service providers [with a capacity of 622MB
(STM4) — and 32 MB each].

The redundancy is further enhanced through multiple
IPLCs sourced from multiple sea routes and service
providers. NIT SmartServe offers readily available
disaster recovery and load sharing facilities.

TermsMonitor

TermsMonitor, an on-line portal (developed in-house
by NIIT SmartServe) provides any-time any-where
access to process reports, over the internet.
TermsMonitor helps the customer in SLA monitoring
giving transaction volume information, remote plug-
in and facilitating customer feedback and change
management requests. TermsMonitor offers a Virtual
Private Infrastructure to the client which coupled with
password regulated access ensures data security.

Network privacy and data security

NIIT SmartServe uses ATM PVCs to provide
private wire like privacy for the users.

To maintain data security, data is transferred
using IPSec encrypted tunnels. Agents
cannot print/copy/e-mail material.

Fully redundant firewalls or VPN gateways
ensure protection from hackers.

Client Specific Process Training

Communication/

Servicing Training

Voice and Customer

Basic IT Training
Process Improvement Training
Induction Training with Learning Style Determination

Specific Technical
Skills/Tools
Training




e 2002: Conferred the ‘Microsoft CTEC solutions
of the year.’

e 2002: Ranked among the top 15 IT training
companies in the world, IDC REPORT.

e 2001-02: Conferred the ‘Excellence in Exports
Award’ by manufacturers’ association for
information technology (MAIT).

e 2001: Conferred the ‘Innovative HR Practices’
Award by the World HRD Congress.

e 2001: Featured among the Forbes list of 200 best
small companies outside USA, FORBES GLOBAL.

e 1999: NIIT Group's Knowledge Solution Business
became the first content developer in the world to
be assessed at the SEI-CMM Level 5.

Awards and Achievements of NIIT

Some of NIIT’s clients:

e 2004: Nominated for the prestigious ‘Outsourcing

Excellence Awards’ 2004. The solution developed AT & T
by NIIT’s learning BPO solution for Gateway, has BANK OF AMERICA
made it the only company selected for the BRITISH AIRWAYS
e-Learning solution. BRITISH RAILS

e 2003: Ranked among 25 ‘Great Places to Work’ CHANNEL 4
in the Great Places to Work Institute & Business CITIBANK
World Survey.

COMPUTER ASSOCIATES
DEUTSCHE BANK
GENERAL ELECTRIC
GOLDMAN SACHS
HEWLETT PACKARD

IFC

ING GROUP

MARKS & SPENCER
MICROSOFT

e 2003: Listed among the Superbrands from India
by the Superbrands Council, an independent body
composed of legendary advertising, marketing,
research and media gurus.

e 2003: Assessed at SEI-CMMIi at Level 5, the most
rigorous and stringent of the SEI-CMM framework.

e 2003: Assessed for compliance to 1ISO 9001:2000,
by KPMG. (Following NIIT's focus on quality, NIIT
SmartServe is rolling out organization-wide quality
initiatives like COPC & Six Sigma). SEI' INVESTMENTS

e 2002: Conferred the ‘HRD Excellence Award 2002’ WORLD BANK

by the National HRD Network.




Comprehensive range of services

The services provided include customer support,
debt collections, telephonic sales and surveys, financial
accounting, technical support and remote learning.

Back-office operations

NIIT SmartServe brings process and technology
together to provide the customer with a competitive
edge in operations. NIIT SmartServe aims to improve
service turn around time and to decrease the cost of
serving the internal user and the end customer. With
greater profitability and faster go to market, NIIT
SmartServe is a partner in the client's success.

Contact center

The Contact center services have been designed
to handle multiple media, such as Voice, E-mail,
Web and Chat. Highly skilled manpower helps
customers manage their customer relationships in
the following areas:

Inbound

e Customer service — information on products/services,
feedback, customer specific enquiries with cross
selling capability.

e Sales and order processing - entire life cycle support
for the customer in product identification, defining
the solution, capturing the order details and
providing support/information during order
processing.

Outbound

o Tele sales/surveys for creating customer awareness
and customer acquisition.

e Debt collections for both early and late stages.

Technical Helpdesk

NIIT SmartServe provides support for infrastructure
and applications deployed within organizations.
The "hand holding" services offered by the
Technical Help Desk facilitates the adoption of
technology by end users.

NIIT SmartServe's services under one roof

All of NIIT SmartServe's back-to-back services are
available at a world-class dedicated campus for
BPO located at Gurgaon, India. A city in the national
capital region, that is fast emerging as a hub for
IT and BPO companies. Positioned close to the
international airport, the facility’s infrastructure
is designed to provide reliability of performance,
high connectivity, security and power back up.

Features:

e 730 seats wired both for data and voice.
e Redundant power supply for critical devices.

e 30 min UPS back up for all computing and
communications environment.

e 1.5 MV captive power generation capacity onsite.
e Twin power sources in data centers.
e Fire detection and control systems.

e Secure physical access to critical systems, including
proximity cards and 24x7x365 security guards.

e CCTVs on key areas such as entrances to the
building and operations floor.

e Multiple training centers.

e Armstrong ceiling and sound adsorbent
workstations.

e Affordable housing in the vicinity.




The NIIT SmartServe Advantages

NIIT heritage: NIIT Ltd, the parent company, is one of the largest IT education training
companies. NIIT SmartServe’s strength lies in delivering customized BPO solutions
that blend its training heritage with software services that have a strong Training
and Knowledge Management focus.

Brand image: NIIT Ltd. featured in the Forbes Global list of 200 Best Small Companies
in the world (Oct’ 2001) and the company is considered a ‘Superbrand’ in India
(ranked in 2003 by the Superbrands Council).

Skillability/Scalability: The ability to ramp up with speed comes from NIIT Ltd's
experience and expertise in training. With PlanetWorkz, the company's BPO training
division and over 350,000 students in over 2500 centers in India, NIIT SmartServe has
ready access to high quality educated manpower.

Processes and Quality: NIIT has Maturity Level 5 of SEI CMM and CMMi for its
software and training processes. Six Sigma is an organization wide initiative, as is the
COPC roll out. Innovations on the work floor drive continuous process improvements
— the benefits of which accrue to you.

Freedom to switch: NIIT SmartServe has implemented the NIIT proprietary Knowledge
Portal (K-Portal) - a framework of methodologies, practices and technologies that
captures knowledge flowing through a process and creates knowledge bases which
are available to all.

Geographical diversity: NIIT operates in 44 countries. With over 120 centers in
China, the option of delivering work from either India or China will be available
under a single contract in the future.

Experience in white label service: With managed infrastructure, dedicated
space, independent network, security and access control - all subject to committed
business volume.







