
Background

Key Challenges

This IT organization with 2000 FTE is an award-winning digital services agency offering the very best 

in Experience Design Services (XDS) agencies & leadership across every channel of digital design and consumer 

experience verticals. Today, this client cuts deep & wide with services covering brand research & strategy, 

experience and service design, technology covering ERP, OMS CRM, Commerce and more, including data 

science and digital marketing. The larger company employs 150,000+ staff from 37 nationalities who speak 18 

languages in 90 countries.
 


One of their top accounts was in  due to which deliverables 

were not met, causing underutilization of resources.


“RED”

Customer wanted to measure the following parameters -

01.

02.

03.

04.

05.

06.

07.

Actual vs Estimated time: Tracking time taken for each ticket by the associate.

Idle time reduction: Looking at associates who are not working minimum hours.


Workload Distribution: Who is overloaded, how best to distribute the workload.


Effectiveness of Time spent: How was the productive time being spent e.g. 

Meeting vs actual work etc.


Showing how the top 20% of users are overworked while Bottom 20% are 

not adequately productive while also not clocking enough number of hours


Workload and Utilization Analysis: Identify associates who are not able to 

complete work due to load, identify extra capacity, and analyze why 

associates have to wait for work packets etc.


Ticket wise analysis: What was the actual start date vs planned start 

date, Actual TAT vs Estimated time etc.

saves $621K within 5 
months of deployment –

Large IT Firm 

Productivity increased by 23%
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Top Categories for July 23

Top Categories for Dec 23

observed in Productive hours 

23% improvement  Avg. Productive Time on System (Monthly)


6:02

Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23

6:16
6:36

6:45 
7:17

7:24

in time spent on Development 

apps from July 23 to Dec 23
7-10%
increase
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