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executive summary 
Collaboration remains an often-untapped key to competitive advantage, buried in 
enterprises’ organizational “backyard”. A Unified Collaboration framework that 
takes culture and human behavior into account, and drives technology decisions 
with a clear focus on business outcome, can deliver significant impact.

The days of collaborating with colleagues in 
the conference room, over the cubicle wall, or 
through long email streams are not gone, but 
these traditional models of collaboration can’t 
solve today’s complex business challenges. Many 
companies are discovering the untapped benefits 
of harnessing collective intelligence. By adding 
collaboration tools that neatly overlay existing 
technology stacks, these businesses are boosting 
productivity, speeding process cycles, and vastly 
increasing the organizations’ ability to respond 
to customer and market demands quickly and 
effectively.

1. a new approach to the modern 
workforce
Job requirements today often result in a mismatch 
between the demand and supply of specific skills. 
Scarce young analytical talent and retiring industrial 
engineers are two faces of the same coin. As the 
workforce evolves and automation or cost makes 
some skills obsolete, businesses may need to staff 
their operations from various global locations in 
order to obtain critically needed skills and talent. 
Human Resources (HR) executives believe that in 
the future there will be more part-time, temporary, 
semi-retired, work-from-home, and offshore 
resources.

To support this reality, businesses must facilitate an 
“extended enterprise” in which critical collaborative 
interactions happen effectively not only between 
individual employees and internal teams but 
also with partners, outside agencies, customers, 
and prospects who may be located anywhere. 
Cross-border and team collaboration requires 
rethinking of core business processes in order to 
effectively manage and leverage a more diverse 
and distributed workforce. Tools and operations 
structures that support cross-border and team 
collaboration are now crucial.

2. Complement—don’t replace 
existing technologies
Organizations seeking an easy method for moving 
to next-generation collaboration tools need a 
“system of engagement,” a layer that enables a 
more productive and seamless work environment. 
Effective collaboration tools complement the 
underlying technologies already in place within the 
enterprise for managing security and data: firewalls, 
virtual private networks (VPNs), enterprise 
resource planning (ERP), single sign-on (SSO), 
Microsoft Exchange, etc. Collaborative tools provide 
unified access to existing data and expand the 
organization’s ability to share knowledge without 
compromising security or forcing a complete 
overhaul of existing systems.



Most organizations tend to look at the value of 
collaboration in terms of the transactional benefits 
derived from a simple application of technology—
for instance, replacing an in-person meeting 
with a video chat. However, much greater value 
comes from understanding the nature of human 
interactions. Powerful tools such as social network 
analytics can discern “hidden signals”: the traces 
that people leave through online actions such as 
deciding when to connect, how, and with whom. 
This reveals insights into the functionality of groups 
in large organizations and how groups can be 
made more effective through collaboration. This 
knowledge, in turn, helps the enterprise refine the 
tools and gain the greatest value. 

3. Collaboration drives business 
impact: Case studies
A combination of effective change management 
and well-chosen collaborative platforms drives 
immediate tangible benefits. By carefully managing 
employee expectations and encouraging the use 
of collaborative tools such as real-time document 
and screen sharing, chat, video conferencing, and 
collaborative forums, the enterprise can clearly 
chart a path toward significant benefits derived from 
closer teamwork and faster resolution of issues. 

The following examples demonstrate how a unified 
collaboration framework can create significant 
business impact for large global enterprises.
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Company Challenge Solution
Large information 
services organization

Divestiture of a significant part of the 
company resulted in significant challenges 
to the new business strategy of outsourcing 
areas of the Finance function

Genpact’s OneFloor collaboration solution 
created stronger relationships between teams 
and a seamless customer experience across 
country boundaries

Global diversified 
technology and 
industrial leader

Two teams, one external (partner) and one 
internal, were responsible for designing 
and developing training programs and 
materials. Email and phone communication 
alone failed to integrate the two parties and 
stymied creativity

Glue, Genpact’s “asynchronous” social 
collaboration portal, provided a common 
environment for more interaction that allowed 
the two teams to work as effectively as in a 
face-to-face environment, saving time and 
costs

Global provider 
of business and 
technology services

A central team of solution architects 
involved in large and complex business-to-
business solution design needed to ensure 
innovation and knowledge-sharing among a 
team of practitioners that provided cross-
industry, cross-business process and cross-
geography support

Glue, Genpact’s social collaboration solution, 
provided a collaboration platform that 
produced faster responses to client inquiries 
and immediate access to a far wider range of 
expertise and improved productivity through 
reusable, easily accessible materials

Global provider 
of business and 
technology services

Cross-company teams are often challenged 
when internal skills and expertise fall short 
of specific business requirements

Genpact’s SolutionXchange, a specialized 
community where external subject matter 
and domain experts address unique business 
problems, helped solve 60% of more than 
400 posted challenges during the past year 
and decreased problem resolution time for 
clients by 80%

Global provider 
of business and 
technology services

A global team responsible for assisting 
clients in globalizing business operations 
needed to collaborate effectively on local 
and regional issues, yet provide high-
quality, consistent change management 
and execution for clients across the globe

TransForum, a social environment based 
on Genpact’s Glue, an “asynchronous” 
collaboration platform, enabled highly 
mobile and dispersed team members to 
share knowledge and collaborate on related 
execution issues. Genpact created a more 
collaborative culture that cut RFP response 
times by 20% and increased Voice of the 
Customer metrics by 10%

Fast-growing 
company with global 
footprint

The enterprise struggled with distance 
and over-reliance on travel to stay close 
to markets. Deployment of a real-time 
collaboration solution was challenged by a 
highly secure environment, adoption issues, 
and architectural complexity

OneFloor, a real-time collaboration solution, 
and SolutionXchange, an external community 
of experts, together created a strong virtual 
network for the product innovation and other 
teams. Innovative technical solutions resolved 
network complexities, while insights from 
Lean Six Sigma projects and social network 
analytics identified key “nodes” of influencers 
who could help drive adoption

Case studies summary
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Company Challenge Solution

Leading pharma 
company

The company was dissatisfied with slow 
responses to inquiries made to their 
globally distributed external shared 
services team but struggled to identify the 
root cause

Genpact’s Zero Surprise Operational 
Monitoring solution used big data and social 
network analytics to evaluate the health of 
the relationships between globally distributed 
teams. Scorecards identified designated 
points of contacts, pinpointed issues, and 
provided recommendations for improvement

Global provider 
of business and 
technology services

An internal group responsible for 
developing products for service offerings, 
creating business and industry thought 
leadership, and identifying approaches 
for improving internal operations needed 
a method for harvesting the collective 
intelligence of the extended team

The group used Genpact’s Unified 
Collaboration solution, with a primary focus 
on Glue, a portal for asynchronous social 
collaboration, to facilitate contests among 
employees for the best solutions and most 
valuable new ideas, and used metrics to 
identify the strongest and most consistent 
experts

Global provider 
of business and 
technology services

A small team of five solution architects 
distributed across the US each support at 
least three to five global sales opportunities 
at any time. Business development team 
members thought the solution architects 
needed to be on-site to develop “win” 
strategies, but competing priorities and 
logistics challenged the team to effectively 
support sales teams globally

OneFloor, a real-time collaboration solution, 
and Glue, Genpact’s portal for asynchronous 
social collaboration, were used to help the 
team work remotely to create “win” strategies 
and work out solution details with global 
sales teams. Global business development 
teams have access to marketing insights and 
other materials that help the teams improve 
productivity and shorten the sales proposal 
cycle

4. enterprises should not overlook this untapped competitive advantage
The collective intelligence and talent of a diverse, globally distributed workforce must be leveraged to 
fuel agility and innovation as well as increase efficiency. Organizations must also become more effective 
in collaborating with their partners across enterprise boundaries. However, too many enterprises lament 
poor results that mainly stem from limited adoption. The key to more effective collaboration lies in 
understanding the most powerful use cases, choosing and configuring specific—not generic—collaboration 
solutions, and focusing on adoption through data-driven and people-centered programs.
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Challenge Solution and impact Summary of benefits
The information services organization 
had undergone a recent divestiture in 
which a significant part of the company 
was spun off. Even after the split, this 
company remained a large, more than 
US$4.5 billion entity. The significant 
structural change caused a great deal 
of volatility, resulting in organizational 
and staffing changes, skill gaps, hostile 
attitudes, and a culture of skepticism. 
The new business strategy included 
outsourcing key areas of the Finance 
and Accounting function, including 
Order to Cash, Procure to Pay, and 
Record to Report processes, to three 
global delivery centers in China, 
Romania,  and India. 

The outsourcing service partner team 
faced many challenges when it came on 
board to assist in the transformation. 
The skills disparity produced gaps 
in capabilities and understanding. 
Hostile attitudes created challenges 
in knowledge transfer between teams. 
Skepticism was a divisive factor in 
everyday operational transactions, so 
that every delay, problem, or stumble 
during the change was met with 
unproductive attitudes and behaviors.

The organization deployed Genpact’s OneFloor 
tool to facilitate real-time collaboration. 
Using OneFloor, the organization’s teams 
have built stronger relationships, with more 
familiarity between teams, through immediate 
critical communication. With video chat calls, 
team members put a “face to the name” and 
became more comfortable resolving problems 
together. Team members shared their screens 
to view issue logs and other materials such as 
automated systems errors, making resolving 
issues much more easily. Teams relied less 
on cumbersome and elongated email trails or 
conference calls that had previously resulted 
in longer cycle times and misunderstandings 
between teams. Additionally, the collaboration 
tools segregated users with a “virtual partition,” 
enabling internal teams to interact with each 
other while facilitating work with external 
teams.

With the organization’s teams dispersed 
in three countries, OneFloor provided a 
collaborative process that enabled the cross-
functional team to deliver a seamless customer 
experience across country boundaries. Net 
Promoter Scores increased from 59% to 65%. 
Team members saw available process owners, 
reached out to review month-end journal 
entries so that the correct data was fed into 
the reconciliation tracker, or collaborated to 
quickly resolve other challenges, significantly 
minimizing delays. When delays in payments 
to vendors were projected, for example, the 
operating leader notified the process owner 
at the client site and explained the delay 
immediately. This shortened the cycle time for 
decision-making by reducing “phone tag” and 
emails. Problem-solving that usually averaged 
five hours to resolve now took only 30 minutes. 
Collaborative document-sharing and editing 
improved speed and accuracy by up to 90%.

• Helped build 
relationships

•  Improved enterprise 
communication and 
collaboration across 
silos and geographies

•  Increased efficiency 
and time savings 
across teams

•  Speeded up problem 
resolution and created 
greater accuracy

•  Increased customer 
satisfaction

•  Improved access 
to knowledge and 
document-sharing

•  Email traffic 
decreased by 21%

Supporting transformation and harnessing outsourced operations

Case  study 1: Large information services organization
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Collaborating and innovating across an enterprise’s boundaries

Case  study 2: Global diversified technology and industrial leader

Challenge Solution and impact Summary of benefits
The global technology and industrial 
company’s director of learning 
and development had two teams, 
one external and one internal, that 
were responsible for designing 
and developing training programs 
and materials. Email and phone 
communication were insufficient 
to overcome the lack of chemistry 
between the teams and create a more 
integrated and supportive working 
relationship in which ideas could be 
shared.

Glue, Genpact’s portal for asynchronous social 
collaboration, provided a common platform 
to support more interaction between the 
two teams. The shared Glue environment 
broke down barriers and encouraged more 
personal and professional interactions. The 
technical training, instructional design, and 
graphic design teams enhanced their design 
and development processes. The teams 
held “Innovation Days” via the common 
collaboration platform twice annually, 
sessions in which the joint team brainstormed 
breakthrough ideas and approaches. With 
Glue, the two teams worked as effectively as 
in a face-to-face environment, with less time 
and fewer costs associated with innovation and 
improved idea management.

•  Reduced time to find 
knowledge, expertise, 
and best practices

•  Increased efficiency 
between project 
teams

•  Improved knowledge-
worker productivity

•  Reduced cost of travel
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designing a complex B2B solution through collective knowledge 
creation and client response management

Case  study 3: Global provider of business and technology services

Challenge Solution and impact Summary of benefits
A global provider of business and 
technology services was facing 
challenges in ensuring innovation 
among practitioners. A central team 
of architects is involved in large and 
complex business-to-business solution 
design. The team comprises a core 
of 50 people but inclusively involves 
260+ members. The team’s mission 
is to build competitive knowledge and 
define approaches for delivering best-
practice advice and services to clients. 
The team is constantly challenged in 
not only ensuring innovation among 
practitioners providing cross-industry, 
cross-business process, and cross-
geography support but also in bringing 
extensive, complex knowledge to 
bear for a wide range of stakeholders, 
including sales, subject matter experts, 
operations teams, and clients.

Glue, Genpact’s social collaboration solution, 
evolved significantly from a forum for trading 
questions and clarifications to a collaboration 
platform where best practices, trends, and 
benchmarking materials can be readily used. 
True collaboration through Glue has had a wide 
range of positive business impacts: 
• Faster response to client inquiries: 20% 

decrease in response time and 30% decrease 
in the effort to pull together the best insights. 
For example, the team posted a client inquiry 
on Glue; eight people responded immediately, 
facilitating an effective client response within 
24 hours

• Wider range of expertise: Glue provides 
immediate access to specific problem 
resolutions, industry insights, best practices 
adopted by other companies, and a wide 
range of the best insights available from 
across the organization. Through effective 
tagging and keyword searches, this access is 
extremely fast and easy

• Improved productivity: Reusable templates, 
write-ups, case studies, and other project-
related materials mean that good work 
already produced can be leveraged and teams 
do not have to start from scratch with new 
initiatives

•  Reduced time to find 
knowledge, expertise, 
and best practices

•  Decreased RFP 
response time

•  Decreased client 
response times, with 
70% of inquiries 
answered in less than 
24 hours

•  Speeded up new 
content development 
using reusable 
materials

•  Improved efficiency 
across project teams
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Leveraging crowd-sourced expertise to drive innovative B2B solutions

Case  study 4: Global provider of business and technology services

Challenge Solution and impact Summary of benefits
A global provider of business and 
technology services is often challenged 
when cross-company business and 
new product development, solutions 
delivery, and other operational teams, 
which require internal skills and 
expertise, fall short of specific business 
requirements in unique situations. 
While partnering with clients, these 
teams may need to explore new areas, 
seek specific information or insights, 
or get assistance in developing new 
solutions.

Genpact’s SolutionXchange is a large global 
community where external subject matter and 
domain experts can solve unique business 
problems and bid on the opportunity to solve 
client challenges. 

Over the past year, this community has helped 
solve 60% of 400+ posted challenges. Problem 
resolution time for clients, on average, has 
decreased by 80% by finding the right expertise 
when it was needed. 

Successes include the following:
• High-impact transformation roadmap for 

the hospitality industry: This short-term 
engagement provided insights into industry 
best practices and benchmarking techniques 
to develop a roadmap to strengthen the 
balance sheet, increase revenues, reduce 
costs, and make the profit and loss (P&L) 
statement stronger for a hospitality company

• Clinical cross-process metrics and 
benchmarks for pharmaceutical clients: 
During a long-term engagement with multiple 
pharmaceutical companies, Genpact and 
external experts identified metrics that 
bridge sub-process activities across clinical 
data management processes for better 
performance management and benchmarks

• Insurance claims cost reduction: In an 
engagement with a registered process co-
lab expert, Genpact identified and resolved 
critical factors that caused claims leakage, 
resulting in a point solution that drove cost 
reductions of US$10—12 million out of $1 
billion in premiums

• Financial closing scoring matrix: In a medium-
term engagement, Genpact and registered 
experts developed a comprehensive 
framework of lead indicators and metrics that 
measured the effectiveness of the financial 
closing process

•  Acquired needed 
knowledge and 
expertise

• Decreased time to find 
knowledge, expertise, 
and best practices

•  Improved solution and 
idea development

•  Increased customer 
satisfaction
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enabling global change management for global operations 
transformation

Challenge Solution and impact Summary of benefits
A global provider of business and 
technology services faced challenges in 
ensuring global change management. 
A team responsible for assisting clients 
in globalizing business operations 
had clients and team members in 
the Americas, Europe, and Asia-
Pacific. Tasks included restructuring 
organizations, reengineering business 
processes, and deploying new 
technologies. The team needed to 
collaborate effectively on local and 
regional issues but also provide high-
quality, consistent change management 
and execution for clients across the 
globe.

The team established TransForum, a social 
environment based on Genpact’s Glue 
asynchronous collaboration platform. Team 
members across regions shared learning 
and knowledge and collaborated on related 
execution issues. Since mobility is necessary 
for these teams, which are often in transit, Glue 
was particularly effective, as it is accessible via 
BlackBerry and iPhone devices.

TransForum acted as a unifying force that 
encouraged more discussion as well as sharing 
of knowledge and best practices across regional 
teams. Essentially, TransForum created a 
more collaborative culture, which led to more 
robust and consistent global solutions and the 
following outcomes:

• “First Time Right” performance scores 
improved by 5% as knowledge-sharing 
resulted in fewer repeatable mistakes

• Voice of the Customer (VoC) metrics 
increased by 10% on project management as 
collaboration improved the performance of 
new managers and leveraged experience to 
overcome complexities arising across regions

• RFP response times decreased by 20% and 
sales collateral improved by featuring the 
best of what the global team could provide in 
solution results

•  Decreased time to find 
knowledge, expertise, 
and best practices

•  Improved solution 
development and 
management

•  Decreased client and 
RFP response time

•  Speeded up new 
content development

•  Improved employees’ 
connections to 
colleagues (61% feel 
more connected)

Case  study 5: Global provider of business and technology services
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driving product innovation with real-time collaboration

Case  study 6: Fast-growing company with global footprint

Challenge Solution and impact Summary of benefits
A global fast-growing company was 
struggling with distance and over-
reliance on travel. Some units such 
as the new product innovation team 
were multi-country by design because 
they needed to stay close to markets 
but had resources globally and would 
collapse if a strong collaboration 
framework were not in place. This in 
turn affected other front-end teams, 
including consulting and sales. 

Deployment of a real-time 
collaboration solution was challenged 
by a highly secure environment and 
related architectural complexity as well 
as issues with driving adoption in a 
fragmented user environment.

The company leveraged OneFloor, a real-time 
collaboration solution, and SolutionXchange, 
an external community of experts, to create 
a strong virtual network for the Product 
Innovation and other teams. Network 
complexities were resolved through innovative 
technical solutions to partition users. Using 
insights from Lean Six Sigma projects and 
social network analytics conducted on the 
network, the company identified key “nodes” 
of influencers who could help drive adoption, 
backed by a strong internal marketing program.

•  Improved innovation 
ideas pipeline by 50%

•  Reduced solution 
development and 
testing time by 30%



GENPACT  |  Whitepaper  |  11

ensuring healthy client interactions and responses

Case  study 7: Leading pharma company

Challenge Solution and impact Summary of benefits
A leading pharma company was 
dissatisfied with slow responses 
to inquiries made to the globally 
distributed external shared services 
team and struggled to pinpoint the 
nature and location of the cause.

Genpact leveraged its Zero Surprise Operational 
Monitoring solution, which uses big data and 
social network analytics to evaluate the health 
of the relationships between globally distributed 
teams every month. This solution takes a 
proactive approach to identifying and solving 
problems, allowing for timely investigations and 
corrective actions.

Monthly scorecards generated by the tool 
clearly reflected a very high average response 
time and low profiling of central leadership. 
Using this reporting, the client team identified 
the designated points of contact for delegating 
work among the shared services team members. 
The scorecards indicated that emails were not 
promptly answered; a client had to send several 
inquiries before he or she received a response. 
The scorecards also provided “directional” 
recommendations based on the best-practice 
communication guidelines. Changes suggested 
to improve team behavior patterns and 
practices included the following:

• Reviewing the structure and ratio of team 
members to a team lead/manager from the 
service provider. This would help identify 
those who could facilitate support and 
communication

• Establishing performance metrics mandating 
that any client email should receive a 
response in less than 24 hours

•  Decreased response 
time

•  Increased response 
levels

•  Created proactive 
monitoring for issues

•  Improved client 
satisfaction
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Generating valuable ideas and driving innovation

Case  study 8: Global provider of business and technology services

Challenge Solution and impact Summary of benefits
A global provider of business and 
technology services wanted to 
improve management of collective 
intelligence. An internal group 
responsible for developing products 
for service offerings, creating business 
and industry thought leadership, 
and identifying approaches for 
improving internal operations needed 
a method for harvesting the collective 
intelligence of the extended team.

Genpact’s Unified Collaboration solution 
focused on Glue, Genpact’s portal for 
asynchronous social collaboration. Using Glue, 
the group facilitated contests among employees 
for the best solutions and most valuable new 
ideas. Genpact asked team members to submit 
Point-of-View documents and other thought 
leadership assets for consideration and saw a 
high response rate; more than 100 assets were 
submitted. The group set up a panel and a rating 
system to help choose the winners and resolve 
the challenge of selecting the top five to 10 
ideas. For example, one idea that won involved 
a methodology for assisting pharmaceutical 
companies with adopting new drugs. The 
team made recommendations that included 
identifying key opinion leaders who could assist 
these companies in their efforts to effectively 
promote new drugs entering the marketplace. 
The group’s related recommendations were 
incorporated into service offerings for the 
pharma industry.

The team posts ongoing business challenges 
and questions to which internal experts and 
team members can submit resolution proposals. 
The best solutions are used to improve internal 
operations and resolve problems. The team 
also monitors employees and maintains 
metrics to identify the strongest and most 
consistent experts, those who provide valuable 
insights. This helps reinforce employee 
rewards, promotions, and recommendations for 
engagement in delivering various client services.

•  Increased innovation 
and value creation

•  Improved solution 
development and 
management

•  Decreased time to find 
knowledge, expertise, 
and best practices
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Challenge Solution and impact Summary of benefits
A global provider of business and 
technology services was facing a 
challenge to effectively support sales 
teams globally. A small team of five 
solution architects, distributed across 
the US, each support at least three 
to five global sales opportunities 
at any time. Business development 
team members perceived a need for 
the solution architects to be on-site 
to develop “win” strategies, but with 
global sales teams on six continents, 
and multiple competing priorities, 
it was neither practical nor time- or 
cost-effective for these architects to 
meet in person for each opportunity. 
Competing priorities and logistics 
could result in the person dispatched 
on-site not having the right set of 
knowledge and skills. This small team 
was therefore challenged to effectively 
support sales teams globally.  

In addition, the solution architect 
team was relatively new. These critical 
resources were difficult to hire, with 
learning curves of 1.5 years or more. 
Establishing strong relationships 
between the team members, creating 
a sense of loyalty, and retaining these 
employees were key due to the high 
investment and critical need for these 
individuals. However, regular face-to-
face team meetings were simply too 
costly and time-consuming.

OneFloor, a real-time collaboration solution, 
and Glue, Genpact’s portal for asynchronous 
social collaboration, were used by the team. 
OneFloor was incredibly powerful in helping the 
team work remotely to create “win” strategies 
and work out solution details with global sales 
teams. With OneFloor, the solution architects 
engaged the right resources at the right time on 
the right projects. The team was not spending 
valuable time and money traveling, and the 
company maximized its investment in a small 
team for global sales support. The team used 
whiteboard and desktop-sharing features 
in multi-hour “win” strategy brainstorming 
meetings that involved the business 
development leader, global regional manager, 
and lead solution architects. 

Additionally, the solution architect team began 
monthly one-on-one and weekly team meetings 
via Lync video and, increasingly, used Lync calls 
for discussions that would have normally taken 
place via mobile phones or landlines. Although 
the team leader may not physically be with 
team members for six months or more, the team 
can still see each other regularly and further 
develop a team mindset.

Glue is used by the global business 
development teams to gain access to the latest 
competitive insights, proposed solutions, 
marketing insights, win/loss assessments, 
insights from competitor organizations, case 
studies, and many other materials. They help 
the sales teams develop critical insights that 
are used in business development and materials 
that can help improve productivity and shorten 
the sales proposal cycle.

•  Helped build 
relationships and 
teams

•  Developed 
better enterprise 
communication and 
collaboration across 
silos and geographies

•  Increased efficiency 
and time- and cost-
savings across teams

•  Increased deal team 
productivity by 15%

•  Speeded up problem 
resolution

•  Improved access 
to knowledge and 
document sharing

Case  study 9: Global provider of business and technology services
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