
Business OutcomeBusiness Challenge

“The Delve team is perceptive, creative, and very effective in 
developing branding solutions that not only are first rate but 
also helped us build consensus on what we stand for.”  
 
                                              	

				    Neeraj Bhargava: 

			            	G roup Chief executive officer, wns global services

Redefine British Airways’ Shared 
Services unit – World Network 
Services (WNS) – in preparation 
to go direct-to-market in a crowded 
industry rife with preconceived 
audience perceptions.

A differentiated brand built 
around the concept of “Managing 
Complexity, Delivering Confidence” 
created a powerful foundation, 
set the company apart from 
competitors, and attracted key 
people and partners.

CLIENT SHOWCASe

Establish a Powerful Global Brand



Warburg Pinus acquired a majority stake 
in a back office unit of British Airways 
with the objective of creating a separate 
product offering. As an independant com-
pany,  a stand-alone brand was necessary.

Having operated under British Airways for 
decades, WNS didn’t want to lose touch 
with its illustrious past.  

Without a solid brand, WNS was in danger 
of being lost in the fray with offshore 
stereotypes and not having differentiation 
from competitors.

They needed a broad brand platform 
which would allow for an expansion of 
their products and services beyond their 
core back-office logistics expertise and 
initial solution offering.

As a global offshore provider, WNS 
needed to express its value proposition in 
a way that resonated with a wide array of 
audiences, across a variety of geographies.

From their initial focus on the travel 
industry, WNS now offers 10 areas of 
specialization and boasts an impressive 
list of global clients.

Four successful acquisitions have 
increased the enterprise value.

In 2005 Leading industry association, 
NASSCOM, Ranked WNS the No. 1 
BPO Company. 

In 2006 WNS completed its initial public 
offering on the New York Stock Exchange.

In 2007 net income increased 45% while 
revenue increased 73%. 

Fiscal 2008 indicates continued financial 
growth and momentum as one of the most 
successful BPO companies in the world.
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Capability Brochure

WNS Global Services is a leading

global Business Process Outsourcing

(BPO) company with proven expertise

in delivering exceptional bottom-line 

impact to clients through its well-trained

and highly qualified employees located

at its client service and transition offices

in New York (US), London & Ipswich (UK), 

and offshore delivery centers in Mumbai, 

Pune & Nashik in India.

About WNS

WNS is a leading provider of customer interaction 

management and back office support to various industry 

verticals that include - airline, travel & transportation, 

insurance, financial services, healthcare, telecom, market 

research and professional services.

WNS horizontal service offerings include transaction 

processing in the areas of accounting and finance, 

business administration (back-office), CRM (voice, email, 

mail based customer interaction management, 

marketing program support), HR administration and 

benefits management and research & knowledge 

services.

A former subsidiary of British Airways, WNS is now 

owned by leading global private equity investor Warburg 

Pincus, British Airways and the WNS management.

We have added to the depth of our insurance and 

healthcare offerings through the acquisition of Town & 

Country, a UK based provider of auto claims management 

services (July 2002) and the ClaimsBPO business of 

GreenSnow Inc., a US based provider of healthcare claims 

adjudication services (August 2003).

Our clients include:

 Ten of the world's leading airlines

 Five healthcare providers and payors

 Two of the world's leading travel companies

 A leading global logistic and transportation firm

 Two of the world's leading telecommunications firms

 Two leading global insurance companies

 Three of the world's top ten market research firms

WNS Services

Our horizontal services include:

Finance & Accounting
Accounts receivables/payables, revenue accounting, 
audits, billing, travel and expense claims processing, fund 
accounting, general ledger, financial statements 
preparation, reconciliations and financial reporting. 

Business Administration (Back Office)
Forms processing, data entry, indexing, validation, rules 
based processing, action initiation and report generation 
varying by industry – claims adjudicating for healthcare, 
reservation for airlines, data processing for market 
research, payment processing for financial services, etc.

HR and Benefits Management
Payroll management, tax estimation, employee expense 
reporting, HR administration (e.g., new employees, 
address changes, reports, etc.), benefits management 
(query resolution, changes, forms, etc.).

Research and Knowledge Services
Data collection and cleansing, data synthesis and 
analysis, data mining and segmentation, business 
intelligence, MIS reports, presentations and charting.

WNS Capabilities & Infrastructure
Data & Communications
 Global secured leased line network with ‘n+1’ redundancy

 99.95% link availability

 Hybrid mesh network, protocol independent mpls backbone

 4 client entry nodes – 2 in the US, 2 in the UK

Voice
 Avaya's state-of-the-art Multivantage voice platform allows 

for agent level skill-based routing

 Built to international standards and designs

 Multi-lingual capabilities in European languages

Physical Infrastructure
 195,000 sq.ft of offshore capacity (being expanded to

300,000 sq.ft) in three Indian cities: Mumbai, Pune & Nashik

 2,300 seats (being expanded to 3,500+) capable of supporting 
9,000+ employees on a three-shift 24x7 basis

 World-class working environment

Technology Infrastructure
 60+ person strong technology team

 24x7 network operations center

 Experience in developing work flow and imaging solutions 
and in integrating with diverse in-house and packaged 
software applications like SAP, Ariba, Peoplesoft, Siebel etc.

Business Continuity
 Comprehensive business continuity plan ensuring world-

class in location redundancy measures, triple offshore 
location redundancy, connectivity redundancy through 
separate lines from two Indian cities going to two UK and 
two US locations

 Diverse sources of power with multiple UPS back-up 
systems and diesel generators

Advantage WNS

Working with WNS improves your profitability. This is 
through cost reduction of 30%-60%, increased efficiency 
through process improvements and reduced turnaround 
times. WNS delivers confidence through –

Customer Relationship Management
Customer interaction management through call center/ 
email/physical mail correspondence, marketing & loyalty 
program support, client acquisition programs, 

pricing and other 
decision support analytics.

direct 
response, sales and MIS reports, 

 Mandates incorporation of security policies and procedures 
across several different domains, complying with BS7799 
or ISO 17799 standards, HIPAA compliant

 Conformance with principles of the Data Protection Act 
1998 (DPA1998)

Data Protection

 Proven track record of helping clients achieve 
quantum bottomline benefits and quality 
improvements

 Deep domain expertise and resident horizontal and 
vertical knowledge that comes from processing over 
50 million transactions per year

 Experienced leadership team comprising several 
members with over 20 years of offshore outsourcing 
experience

 Lowest industry attrition enabled by unique 24x7 
work-shift system and best-of-breed training and 
career building practices

 Quality Delivery at our ISO 9001 certified delivery 
centers and policy of continuous improvements - 
implementing 6 Sigma and COPC  

 Risk management commitment to offer clients 
minimum risk in running offshore operations through 
redundancy at all levels

 Financial stability through profitable and positive 
cash flow operations and the backing of Warburg 
Pincus, a leading global private equity firm and British 
Airways, an anchor customer and investor

Technology Support
Level 1, Level 2 helpdesk in B2B and B2C environments - 
desktop, Lotus Notes as well as application specific
query resolution.

LEADING THE WAY IN OFFSHORE 
BUSINESS PROCESS OUTSOURCING

Providing ISO-9001 compliant solutions for 

customer relationship management, finance 

and accounting, back office administrative 

services, human resources and benefits 

administration, market research and 

knowledge services

USA
WNS North America Inc.

420 Lexington Avenue, Suite 2515
New York, NY 10170
tel +1 212 599 6960
fax +1 212 599 6962

India
WNS Global Services (P) Ltd.

Godrej & Boyce Complex
Pirojshanagar, Vikhroli (W),
Mumbai, 400 079
tel +91 22 5597 6100 
fax +91 22 2518 8350 

UK
WNS Global Services (UK) Ltd.

Ash House, Fairfield Avenue,
Staines, Middlesex, TW18 4AN,
tel +44 (0) 1784 224216
fax +44 (0) 1784 224256

Visit us on the web at:

www.wnsgs.com

Email your enquiries to:

marketing@wnsgs.com

WNS Sales & Marketing Offices

Corporate Overview

• 

• 

• 



3

Corporate Brochure

The new identity formalized “World Network 
Services” to WNS which was a logical choice for 
the newly independent company at the time.  

Extending Your Enterprise builds upon the 
idea of extended capabilities/skills. 

Its visual appearance uses earth tones to rein-
force a grounded feeling and “Spiro-graph” line 
drawings communicate organized complexity.

Capability Brochure

Corporate Overview

WNS’ Brand Strategy was developed to leverage the concept of intensely 
specialized skills, managing complicated transactions and being trusted 
with great responsibilities – Managing Complexity, Delivering Confidence.



The Delve Group, Inc.   122 West 26th Street, Suite 1204, New York, NY 10001   VOICE 212.255.3870  FAX 212.255.4832   www.delvegroup.com

Brand Development is Business Development
The Delve Group creates, implements, and manages brands that deliver measurable results for business services 
companies.  We actively foster businesses by focusing on what differentiates them from their competition and 
then use this to create the perception of market leadership.  

At Delve, we approach everything from the vantage point of helping our clients achieve their desired business 
objectives.  Our methodology is guided by a strategic understanding created by delving deep into their 
businesses to assess where they’ve been, define where they want to go, and finding the best path to get there.  

Discover: 
- Discover Workshop
- Internal & External Interviews
- Competitive Analysis
- Communications Audit
- Brand Findings Report 
- Brand Strategy

Create:  
- Name & Tagline Development
- Brand Architecture
- Message & Positioning Platform
- Thought Leadership & PR Strategy
- Lead & Demand Generation Strategy
- Corporate Identity & Business System
- Differentiating Look & Feel 
- Internal Communications Strategy

Manage: 
- Brand Standards
- Demand Generation Activities
- Ongoing Support & Guidance
- Outsourced Marketing Services
- Ongoing Public Relations

Deploy: 
- Sales & Marketing Tools
- Website Development
- Event Strategy & Materials
- Advertising & Media Campaigns
- Thought Leadership Development
- Brand Loyalty Materials
- Interactive Media Execution

Launch: 
- Brand Launch Strategy
- Launch Announcement 
  (Internal/External)
- Brand Promotion Creation
- Event Support & Brand 
  Unveiling
- Client Outreach
- Media and Public Relations

approach

YOUR BRAND

Discover Phase
- Discover Workshop
- Internal & External Interviews
- Competitive Analysis
- Communications Audit
- Brand Findings Report 
- Brand Strategy

Create Phase
- Name & Tagline Development
- Brand Architecture
- Message & Positioning Platform
- Thought Leadership & PR Strategy
- Lead & Demand Generation Strategy
- Corporate Identity & Business System
- Differentiating Look & Feel

Deploy Phase
- Sales & Marketing Tools
- Website Development
- Event Strategy & Materials
- Advertising & Media Campaigns
- Thought Leadership Development
- Brand Loyalty Materials

manage

discover

create

deploylaunch

Launch Phase
- Brand Launch Strategy
- Launch Announcement (Internal/External)
- Brand Promotion Creation
- Event Support & Brand Unveiling
- Client Outreach
- Media and Public Relations

Manage Phase
- Brand Standards
- Demand Generation Activities
- Ongoing Support & Guidance
- Outsourced Marketing Services
- Ongoing Public Relations

SM




