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Tell us about your industry.
The technology industry has been grow-
ing in leaps and bounds since the early
1990s. It has truly put India on the global
map. It’s an industry that has leveraged
the significant demographic advantage we
have as a country—our technical work-
force and young population. Twenty years
ago, the large population was considered
a liability. Now, 20% of our export earn-
ings come from this industry.

In your opinion, what is the biggest chal-
lenge faced by India?

Employability. The population, if not em-
ployed or not made employable, will be-
come a huge liability for the nation. Our
biggest challenge is reforms that make sure
education is available to everybody. The
sheer resources required to accomplish
that are gigantic and so the government
has to play a significant role in this space.

Do you think shared responsibility be-
tween the government and corporates
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will prove beneficial here?

1 do. The role government has to play is in
basic education; the role corporates can
play is in providing skills. As it is very dif-
ficult for corporates to get involved in a
big way in primary education, they could
probably adopt a few institutions as part
of their corporate social responsibility.
But when it comes to higher education, it
becomes easier for them to participate, as
it is a time when individuals treat educa-
tion as an investment with returns.

The unavailability of skilled labour is a
huge challenge; How do you foresee this
really changing?

That is what we need to work on. At the
same time, for the industry as a whole,
we need to look at ways and means by
which our businesses become less labour-
dependent. If you look at the last dec-
ade, the industry has grown on a value
proposition that is essentially around
cost arbitrage. We need to focus more
and more on providing value. We need
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to build businesses where
we focus not on the input,
which is the cost arbitrage,
but on the output, which is
the value the business gets.
We need to invest in intel-
lectual property (IP) to be
able to provide that value.

The reference to IP is an
interesting one. Is it some-
thing around patenting?
Well, not really. Patenting
would mean R&D, doing
the basic research and creat-
ing something very unique,
which is your own and
which you can capitalise on.
I'm talking about moving
business away from pure
services to creating intellec-
tual property that you own,
a platform piece of software
that is repeatable, reus-
able. There’s a lot of value
that already exists in your
software so whatever you
provide your customer is
an addition over and above
what value exists.

In fact, the value proposition was about
cost but now you're actually moving
from cost to value and away from labour-
intensive processes. What are you really
doing for that?

We're doing many things. Firstly, if you
look at the industry’s evolution, tradition-
ally it has exploited its value proposition
by providing application development and
maintenance services. This was really the
first wave of offshoring and was followed
by another wave where business process
outsourcing took place.

Currently, the situation in the country
is such that with improved infrastructure
and reduced communication costs, we're
emerging into the third wave, which is
infrastructure outsourcing. Now, when
you start moving into areas like remote
infrastructure processing, you start focus-
ing on issues that have less to do with cost
and more to do with managing risks . You
start entering contracts that are output-
based, a move towards value addition,
which is the first step. The second step
is to create platforms, pieces of software
around which you offer complete custom-
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er services. And the third step, the most
exciting, but which is going to be a major
disruption that we see taking forward, is
to offer all these services on the cloud.

How do you manage risk? Secondly,
what is the wave of disruption that you
are really seeing?

When you look at managed services con-
tracts, you get into service-level agree-
ments with customers. And if you do not
meet that service level, then the service
credit there would actually be a con-
siderable penalty. So, you cannot fail in
that service level and manage the risk
accordingly.
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To the second question, I
would say the cloud com-
puting functioning would
actually prove a significant
disruption because it would
be similar to the function-
ing of the power industry,
wherein you make huge
initial investment on in-
frastructure but offer serv-
ice on demand. Citing an
example, if you want to do
a spreadsheet, you can get
it directly from the cloud
by paying a small amount
without buying software
licences. Thus, licensing
models and the way you do
business in terms of appli-
cation delivery are going to
change dramatically.

So, are you learning from
the telecom industry or is
it learning from you?
There is a blurring dis-
tinction between the two
industries. We are coming
from the infrastructure side
and getting into value-add-
ed services, while they are
moving from providing value into the in-
frastructural sphere. At some point, there
will be a merger of the two capabilities.

Who is your competition?

For our business, there’s competition all
over the place. The industry segments we
focus on are financial services and within
financial services, insurance, travel and
transport, and distribution. Insurance
is a huge space and there are some sub-
verticals within insurance where we have
no competition. In commercial insurance,
insuring large-value assets like ships, sat-
ellites or oil rigs is, in a way, specialised
insurance. There, we have no competi-
tion: were the leading provider in that
particular space. And 30% of all transac-
tions that happen on the Lloyd’s market
happen on our platform. So, we don't see
competition in that space.

Do you see some kind of convergence
happening in terms of strategies that
companies follow?

If you observe our legacy, we actually spun
out of NIIT in 2004. Till then, we were






