
           

CISCO ITES SOLUTIONS 
Un i s y s  In d i a  e x p e r i e n c e s  Co n v e r g e n c e  t h r o u g h  Ci s c o ’ s  IP   

Overview 
Un i s y s  i s  a  w o r l d w i d e  i n f o r m a t i o n  t e c h n o l o g y  s e r v i c e s  a n d  s o l u t i o n s  c o m p a n y .  A t  Un i s y s ,  p e o p l e  c o m b i n e  
e x p e r t i s e  i n  c o n s u l t i n g ,  s y s t e m s  i n t e g r a t i o n ,  o u t s o u r c i n g ,  i n f r a s t r u c t u r e  a n d  s e r v e r  t e c h n o l o g y  w i t h  p r e c i s i o n  
t h i n k i n g  a n d  r e l e n t l e s s  e x e c u t i o n  t o  h e l p  c l i e n t s ,  i n  m o r e  t h a n  1 0 0  c o u n t r i e s ,  q u i c k l y  a n d  e f f i c i e n t l y  a c h i e v e  
c o m p e t i t i v e  a d v a n t a g e .   
 
Unisys launched its technology development centr e in B angalor e in A pr il 2 0 0 4 .  I n the B angalor e centr e,  
Unisys is f ocused on pr oviding sof tw ar e development,  maintenance,  b usiness pr ocess outsour cing,  and 
technical help desk  ser vices to Unisys glob al of f ices and on b uilding cor e mission cr itical solutions in the 
f inancial,  telecom,  media,  commer cial,  tr anspor tation and pub lic sector  ver ticals.   
 
T h e  N e e d   
T he I T  ser vice and help desk  industr y in I ndia is b ooming and the competition w ithin it is immense.  T his 
means that it is getting har der  f or  a new  entr ant to dif f er entiate itself  f r om the mor e estab lished player s.   F or  
Unisys,  the w ay to cr eate a niche is to max imiz e ef f iciency,  pr ovide ex cellent value and b est-in-class 
customer  car e f or  its clients,  top r ung glob al or ganisations.   
 
I P  C o n v e r g e n c e  @  U n i s y s  
E nter pr ises and help desk s today r eq uir e a complex  and r eliab le I T  inf r astr uctur e to maintain high levels of  
customer  ser vice.  T hey also r eq uir e voice inf r astr uctur e to handle calls and netw or k  inf r astr uctur e f or  client 
tools.  T r aditionally,  voice and data netw or k s have b een separ ate entities,  as used in a call center .  R eliab ility 
b eing par amount,  help desk s b uild in r edundancy f or  b oth these netw or k s to allow  f or  any eventuality.  T his 
means additional investments in tw o totally separ ate netw or k s.  I t also means that tw o separ ate netw or k s 
need to b e maintained,  utiliz ing dif f er ent sk ill sets.  I n gener al,  all oper ational pr ob lems ar e multiplied b y tw o.  
  
U n i s y s  I n d i a  c h o s e  t o  b u c k  t h e  t r e n d  b y  c h o o s i n g  a  1 0 0 %  I P  i n f r a s t r u c t u r e  f o r  i t s  d e v e l o p m e n t  a n d  
c a l l  c e n t r e .  B y  d o i n g  t h i s ,  t h e y  h a v e  b e e n  a b l e  t o  e f f e c t i v e l y  e l i m i n a t e  t h e  c o m p l e x i t i e s  o f  
m a i n t a i n i n g  t w o  s e p a r a t e  n e t w o r k s  b y  c o m b i n i n g  v o i c e  a n d  d a t a  t r a f f i c  o n t o  a  s i n g l e  u n i f i e d  
n e t w o r k  u s i n g  C i s c o  C a l l  M a n a g e r .   
 
P ack etiz ed voice,  or  V oice over  I P  ( V oI P ) ,  as it is mor e commonly k now n,  of f er s doub le the b a n d w i d t h  
e f f i c i e n c y  as compar ed to tr aditional T D M  netw or k s.  T his allow s Unisys I ndia to max imiz e r etur n on 
technology investments,  w hile simultaneously r educing maintenance costs f or  inf r astr uctur e.  Using a 
pack etiz ed voice inf r astr uctur e,  Unisys I ndia has b een ab le to centr aliz e the voice inf r astr uctur e.  T his 
means suppor t and scalab ility issues need to b e addr essed at a single location,  ther eb y speeding up the 
gr ow th pr ocess.  
 
S y s t e m  I n t e g r a t o r ,  N e t w o r k  S o l u t i o n s  a s s i s t e d  i n  t h e  Un i s y s  i m p l e m e n t a t i o n  a n d  t h e  I S P  w a s  T a t a  
T e l e s e r v i c e s .   
 
W h y  I P ?  
T he decision to invest in I P  technology w as dir ectly der ived f r om the b usiness plan.  Unisys I ndia had tw o 
distinct dif f er entiator s in its b usiness plan.  O ne,  unlik e many other  ser vices companies,  w hich star ted as 
b ack -end technical suppor t center s,  Unisys w anted to pr ovide the entir e por tf olio of  ser vices.  A nd tw o,  the 
company w anted to b uild a lear ning or ganiz ation that w ould continuously move up the value chain.  B oth 
these point to w hy the company chose I P .  F or  multi-channel,  b lended contact center s,  I P ' s super ior ity is 

 



w ell estab lished,  and also,  b y investing in a f utur e-pr oof  technology,  the company w as ensur ing that 
valuab le ex ecutive time w as not spent on petty technical patching issues.  
 
C h a l l e n g e s  f a c e d  b y  U n i s y s  
T he b iggest hur dle f or  the staf f  of  Unisys I ndia w as in under standing and lear ning the new  technology since 
I ndia f acility is the f i r s t  U n i s y s  o f f i c e  g l o b a l l y  t o  i m p l e m e n t  I P .  W or ld over ,  the Unisys of f ices r un on T D M  
netw or k s.  
 
E n d  B e n e f i t s  
Using C isco’ s single sw itched ar chitectur e,  Unisys I ndia w as ab le to b uild a 1 0 0 %  I P -conver ged netw or k  f or  
b oth data and voice.  I nf r astr uctur e centr aliz ation has the tw in b enef its of  easy maintenance and b andw idth 
savings,  ther eb y mak ing pack etiz ed voice a viab le choice f or  r educing costs,  w hile maintaining or  impr oving 
q uality of  ser vice.  
 
B y opting f or  one single call manager  r unning b oth the P S T N  and pr ivate netw or k s,  Unisys I ndia w as ab le 
to save on costs r elated to cab ling,  har dw ar e etc.  T ak ing into account the r eal-w or ld pr ob lems of  peak  tr af f ic 
and over heads,  savings of  3 0 %  ar e attainab le.  O n  a  T D M  l i n e  c a p a b l e  o f  a c c o m m o d a t i n g  1 0 0  c a l l s ,  
e n t e r p r i s e s  c a n  s q u e e z e  i n  1 3 0  s i m u l t a n e o u s  c a l l s  b y  u s i n g  V o I P .  F igur e that into the huge numb er  of  
calls a typical help desk  handles in a single day,  and you b egin to see the impact.  
 
C i s c o  S o l u t i o n s  i n  u s e  a t  U n i s y s  I n d i a  
Unisys I ndia’ s entir e netw or k  b ack b one is b ased on C isco’ s A V V I D  ( A r chitectur e f or  V oice,  V ideo and 
I ntegr ated D ata)  w hich is the intelligent netw or k  inf r astr uctur e solution f or  today' s b usinesses.  A s the 
industr y' s only enter pr ise-w ide,  standar ds-b ased netw or k  ar chitectur e,  C isco A V V I D  pr ovides the r oadmap 
f or  comb ining b usiness and technology str ategies into one cohesive model.  
 
A t the hear t of  the Unisys netw or k  is the C isco C all M anager  and multiple C isco S olutions ar e b uilt ar ound 
it,  such as:   

- C isco Unity:  V oice mail system 
- C isco C onf er ence connection and 
- C isco I P C C  E x pr ess f or  the contact centr e 

T he entir e implementation t i m e  f r a m e  l a s t e d  t h r e e  m o n t h s  w ith Unisys installing 1 2 5 0  C isco I P  phones at 
its f acility.  T hese w er e a mix  of  C isco’ s 7 9 4 0  and 7 9 6 0  models.   
 



  
C h o o s i n g  C i s c o  
T alk ing ab out the decision to go w ith C isco S ystems,  M r .  M u k u l  A g r a w a l ,  M a n a g i n g  D i r e c t o r ,  U n i s y s  
G l o b a l  S e r v i c e s  I n d i a  said,  “ C hoosing C isco as our  technology par tner  w as the culmination of  ex tensive 
competitive analysis and thir d par ty validation.  A f ter  our  thor ough assessment,  it w as clear  that C isco 
S ystems had the technology,  w as clear ly 6 -8  months ahead of  competition in its think ing and development 
pr ocess and w as f ocused on of f er ing an end-to-end solution that w ould meet our  needs.  C isco consistently 
displayed the w illingness to under stand our  needs f r om a b usiness standpoint and custom ar chitect a 
solution that aligned w ith those needs. ”   
 
M r .  B .  A s h o k ,  S r .  V i c e -P r e s i d e n t ,  C i s c o  S y s t e m s  s a i d ,  “ Unisys w as not look ing at j ust another  netw or k  
vendor  to f ulf ill its I T  r eq uir ements,  b ut a consultant w ho w ould b e ab le to of f er  a secur e,  scalab le and 
r eliab le netw or k .  C isco par tner ed closely w ith Unisys r ight f r om the conceptualiz ation to the successf ul 
implementation of  the pr oj ect. ”  
 
S peak ing ab out the deployment,  M r .  A g r a w a l  s a i d ,  “ W e did have issues w ith under standing the solution 
dur ing implementation,  b ut today,  I  can say that implementing C isco’ s I P  of f er ings is def initely a pr of it 
mak ing pr oposition f or  Unisys.  W ithin f our  months of  using the solution,  w e ar e alr eady w itnessing cost and 
ef f iciency b enef its.  A dditionally,  it has also pr ovided a clear  r oadmap f or  us to enhance our  customer  
ser vices.  O ur  continued ef f or ts to lever age technology w hile deliver ing high-end customiz ed ser vices 
seemed to f ind the r ight f it w ith C isco.  L ook ing at our  f utur e plans,  w e envision our  association w ith C isco to 
complement Unisys f ast paced technology initiatives and customer  centr ic appr oach” .  
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