
CUSTOMER SUCCESS STORY:
HCL INFINET

Business:
HCL Infinet provides a wide range of connectivity and IT managed services to organisations
across India. Part of the Network Services arm of HCL Infosystems, HCL Infinet has more
than 400 enterprise customers in industries including aviation, fast-moving consumer
goods (FMCG) and manufacturing and distribution (M&D).

HCL Infinet increases
competitive advantage and
quality of service with
integrated IT management. 

Business Impact Summary

Solution:
HCL Infinet has deployed an integrated Enterprise IT management platform based on 
CA solutions. Through a combination of CA Service Desk Manager, CA Spectrum®
Infrastructure Manager, CA eHealth® Performance Manager and CA NSM, the company
can not only identify and resolve problems faster but also provide clients with access to a
unified service management portal. 

Result:
Quality of service for HCL Infinet customers has increased, with the company expecting
incident volumes to reduce by 20 percent and availability SLAs to increase from 
99.5 percent to 99.9 percent. The CA solutions have also helped HCL Infinet to contain
costs, enhance efficiency and boost competitive advantage. 

Challenge:
IT is fundamental to all HCL Infinet’s customer service offerings. With hundreds of internal
and customer devices to monitor, HCL Infinet needs end-to-end visibility to ensure it can
maintain IT performance and availability. It also needs to be able to provide customers with
visibility of service performance levels in real time. 

Customer Profile
Industry: Telecommunications
Company: HCL Infinet 
Employees: 300
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Business
Keeping Indian businesses connected
From wireless broadband to managed networks and corporate messaging, HCL Infinet provides
a wide range of connectivity services to organisations across India. 

Part of the Network Services arm of HCL Infosystems, HCL Infinet was formed in 2000. Since
then, both its reputation and customer base have grown significantly. The company now
operates in a wide range of sectors including financial services, manufacturing, aviation and
government, and has more than 400 enterprise customers.

To meet the high expectations of its customers, HCL Infinet has developed a business model
that combines transparency with cost control and quality of service. This approach has already
led to significant growth, with the company’s revenues increasing by nearly 15 percent over the
past couple of years. 

Challenge
Maintaining continuity of service
To support this growth, HCL Infinet must be able to maintain customer service and satisfaction
levels. This means ensuring its IT infrastructure and network — which connects 300 points of
presence across India — are highly available and performing at optimum levels. 

Adarsh Singh, National Manager of Technical Strategic Initiatives at HCL Infinet, comments, “IT
is the backbone of our business and supports all our customer service offerings. If our network
goes down, then it can have a massive impact on business continuity for our client base.”

HCL Infinet’s Network Operations Centre (NOC) in Delhi is particularly key both to customer
service delivery and maintaining the availability of more than 150 servers and more than 
3,000 routers and switches 

“The NOC is responsible for making sure our infrastructure is available 24/7, and resolving any
problems so that we can continue to meet our service level agreements (SLAs) with
customers,” comments Singh.  

With a diverse infrastructure, finding the root cause of a problem was often a difficult and
therefore time-consuming process for the NOC. HCL Infinet’s servers and networking devices
encompass multiple vendors, including HP, Cisco, IBM, Juniper, Dell and Alcatel, and a variety
of operating platforms, such as Linux, Microsoft Windows and Sun Solaris.

Visibility of performance levels
In addition to the role it plays in managing HCL Infinet’s own IT infrastructure, the NOC also
monitors customer devices hosted and/or managed by the company. 

HCL Infinet’s managed services encompass all areas of the IT lifecycle, including fault
management, configuration management, server management, application management and
security management. 

“Customers want to be able
to access all performance
data in a single place and 
in real time.”

Adarsh Singh
National Manager of Technical
Strategic Initiatives, HCL Infinet
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Providing customers with visibility of performance levels across all these services is very
complex but key to HCL Infinet’s competitive advantage. “Customers want to be able to access
all performance data in a single place and in real time,” comments Singh. 

HCL Infinet had implemented a number of tools to try to establish an integrated approach to
service management and customer reporting but with limited success. “Despite making a
significant investment, we were not able to create the unified performance management portal
needed to meet customer demand,” comments Singh.

Solution
Integrated IT service management 
To address its ongoing integration challenge, HCL Infinet turned to CA and its Enterprise IT
Management approach and solutions. As Singh explains, “CA offers the full suite of IT
management solutions needed to create a single view of internal and external service delivery.” 

With help from CA partner Celerity Networks, HCL Infinet has deployed: 

• CA eHealth® Performance Manager (PM) 

• CA Spectrum® Infrastructure Manager (IM)

• CA Service Desk Manager

• CA NSM

• CA Asset Portfolio Management

• CA ARCserve® Backup 

• CA Desktop Management Suite. 

This powerful combination provides HCL Infinet with the visibility it needs to identify and
resolve problems and safeguard IT performance and availability. 

CA Spectrum IM is particularly key to maintaining network uptime, as Singh explains, “Using
CA Spectrum IM, we have created a map of our network across all 300 points of presence. This
enables us to pinpoint the root cause of a problem more quickly, which simplifies
troubleshooting.” By integrating CA Spectrum IM with CA Service Desk Manager, HCL Infinet
is able to track problems through their lifecycle and ensure they are passed to the correct
group for resolution. 

Although HCL Infinet is currently only using CA Service Desk Manager to log calls from
internal users and external customers, it will be expanding this to include automated ticketing
through integration with other CA solutions. 

Real-time view of service status 
As well as using CA technology to manage its own infrastructure, HCL Infinet is also leveraging
a number of the solutions as part of its managed service offerings. 

“CA eHealth PM and CA NSM enable us to proactively alert customers to possible problems
with devices that we host on their behalf, which means they can take action before their end
users are impacted,” comments Singh. 

“Using CA Spectrum IM, we
have created a map of our
network across all 300 points
of presence.”

Adarsh Singh
National Manager of Technical
Strategic Initiatives, HCL Infinet



CA NSM also provides HCL Infinet with the foundations it needs for providing customers with
a single view of service performance in real time. HCL Infinet will be using CA NSM to extend
this visibility to include business process views in the future. 

Results
Improved quality of service boosts competitive advantage 
Improved visibility of its IT infrastructure and customer services has resulted in a number of
operational and strategic benefits for HCL Infinet. For example, the company has been able to
reduce the number of NOC staff required to monitor its network backbone by 25 percent. 

As well as freeing up IT resources, HCL Infinet expects the CA solutions will also help to:

• Reduce the volume of incidents by up to 20 percent

• Increase premium customer SLAs for availability from 99.5 percent to 99.9 percent 

• Decrease the need for on-site visits for problem resolution. 

“Our clients rely on our services and infrastructure for core applications and business
processes, so meeting their quality expectations is critical. The CA solutions enable us to
provide a better level of service to internal users and our enterprise clients,” comments Singh.
“The fact we can provide customers with a single view of all our services and real-time
performance metrics is also a real differentiator in our market.” 

As well as aiding competitive advantage, the CA solutions will also play a key role in cost
containment and facilitating future growth. As Singh explains, “We expect to expand to around
500 points of presence during 2009. We will be using CA Asset Portfolio Management to
identify any existing software licences or hardware that can be redeployed to these locations,
which will help prevent any unnecessary expenditure.” 

Although HCL Infinet is already reaping the benefits of its integrated approach to IT
management, the company has yet to explore the full potential of the CA solutions. 

“We want to continue to increase our integration both between CA solutions and third party
systems, such as SAP and CiscoWorks,” comments Singh. “This will facilitate even greater
efficiencies, and enable us to focus on growing our service offerings and client base.” 

To learn more and see how CA software solutions enable other organizations to unify and
simplify IT management for better business results, visit ca.com/success.

“The CA solutions enable us
to provide a better level of
service to internal users and
our enterprise clients.” 

Adarsh Singh
National Manager of Technical
Strategic Initiatives, HCL Infinet

Copyright © 2009 CA. All rights reserved. All trademarks, trade names, service marks and logos referenced herein belong to their respective companies.
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