
STUCK IN A LOGJAM? 
DATA-ANALYZE YOUR WAY OUT OF IT!
Cutting away backlogs with process improvements 
and robust governance to deliver value worth 
$105 million, using the concept of ‘OneO�ce’.

The client is a US-based 
global technology conglomerate.



CHALLENGES
The client faced the following 
challenges due to backlogged 
orders and the existing service 
booking process:

SOLUTIONS BENEFITS
The Infosys BPM team 
partnered with the client to clear 
the backlogged orders that were 
without invoices and �x the issues 
to ensure timely invoice and 
revenue recognition.

Infosys BPM 
helped the 
client to:

Data analysis leveraged to delve 
deeper into huge disparate data sets 
to identify the underlying reasons 
behind the orders on hold

The team followed the below approach:

Revenue realization fast-tracked by 
manually releasing holds that were 
stuck for over 90 days

Establish process governance for backlogs 
as well as for service orders

Timely resolve and reduce backlogs for orders stuck in 
the system using automation

Fix processes and user issues

Eliminate dependencies on aged data and provide 3600 
visibility with services backlog dashboard

Invoice issue resolved through cross-functional collaboration with 
multiple teams, that helped:
 - Provide data insights
 - Recommend agents to take ownerships of tasks
 - Create visibility through impact analysis

Together worked with the front- and back-o�ce teams, 
creating a ‘OneO�ce’ environment to establish governance:
 - Collaborated with the IT teams, policy owners, global   
    process owners, and operations teams to create a 
    streamlined process
 - Conducted weekly review to analyze the progress

$105 Mn
Value delivered

$1.67 Bn
Order backlogs cleared

Service orders not invoiced 
due to process gaps, technical 
issues, and user issues

Lack of process governance 
and holds management 
leading to revenue losses

Lack of visibility to 
backlogged orders

Service order backlog 
to the tune of $3.5 Bn

55 Days
Reduced time to resolve issues, from 251 days

© 2021 Infosys Limited, Bengaluru, India. All Rights Reserved. Infosys believes the information in this document is accurate as of its publication date; such information is subject to change without notice. Infosys acknowledges the proprietary rights of other companies to the trademarks, product names and such other intellectual property rights mentioned in this document. 
Except as expressly permitted, neither this documentation nor any part of it may be reproduced, stored in a retrieval system, or transmitted in any form or by any means, electronic, mechanical, printing, photocopying, recording or otherwise, without the prior permission of Infosys Limited and/ or any named intellectual property rights holders under this document. 

For more information, contact infosysbpm@infosys.com

Infosysbpm.com Stay Connected

https://www.infosysbpm.com
https://www.youtube.com/channel/UC8E_j3yWSFXz0KHu5F1jwEQ?view_as=subscriber
https://www.linkedin.com/company/infosys-bpm/?viewAsMember=true
https://twitter.com/InfosysBPM



