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CONTENT & ENHANCE
CUSTOMER EXPERIENCE
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AS WE KNOW...

Content is the lifeline of e-commerce business.

It is imperative for retailers to focus on
providing a positive and personalized
experience to shoppers through streamlined,
interactive and engaging content. But
delivering high-quality and consistent content
(aligned with brand value) is challenging,
especially as companies expand their online
footprint with larger assortments, new product
lines and entry into new markets. The failure to
deliver a superlative customer experience can
not only impact sales, but result in gradual
brand erosion.
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THE CHALLENGE FOR
AN E-RETAILER WAS..

Its content management, marked by
non-standardized processes across the globe,
was not aligned to meet the demands of a
rapidly expanding business. As the company
continued to grow at more than 40 percent
Compound Annual Growth Rate (CAGR), it
lacked an effective end-to-end system that
could deal with business variability, adapt to
market demands, maintain cost and quality
balance, and deliver improved throughput.
Moreover, the company was looking to deliver a
superior customer experience to its premium
customer base.
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HERE'S WHAT WE
CO-CREATED AS
A SOLUTION...

WNS developed an intelligent operating model
to transform the e-retailer's content
management operations. This model was
designed keeping in mind the business need
for agility and scalability.

Key elements of this solution included:

= Strategically Aligned Operating Model:
A hub-and-spoke delivery model was
deployed to align with the company'’s
expanding global footprint, and leverage the
benefits of centralized and strategic delivery

= Automation-led Technology Implementation:

An end-to-end content management
platform was deployed to standardize
operations, streamline workflows, and
manage volumes and variability

= Focused Business Process Re-engineering:
Value Stream Mapping (VSM) helped map
the entire process life cycle and drive lean
operations by eliminating all non-value
adding activities

After a pilot proved the efficacy of the
re-engineered operations, an outcome-driven
approach, underpinned by analytics, led to
further improvements in process and
technology.

THE OUTCOMES FROM
THE PROCESS OF
CO-CREATION ARE...

Streamlined and automated operations enabled
the e-retailer to leverage high-quality content
for exceptional customer experience. The
company now has a view of all transactions in
real-time. Other benefits include:

= ~40 percent improvement in productivity

= |mproved speed-to-market, as new products
are now available online within 48 hours as
opposed to the previous duration of 8 days

WNS and the e-retailer are continually
expanding the scope of partnership,
collaborating on areas such as content creation,
curation and design. The engagement now
includes the development of Augmented
Reality (AR) content and 3D imaging to further
enhance customer experience.

STREAMLINED CONTENT MANAGEMENT
ACCELERATES SPEED-TO-MARKET,
IMPROVES CUSTOMER EXPERIENGE
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ABOUT WNS

WNS (Holdings) Limited (NYSE: WNS) is a leading
Business Process Management (BPM) company.
We combine our deep industry knowledge with
technology, analytics and process expertise to
co-create innovative, digitally led transformational
solutions with over 400 clients across various
industries. The industries include banking and
financial services, consulting and professional
services, healthcare, insurance, manufacturing,
media and entertainment, retail and consumer
packaged goods, telecommmunications and
diversified businesses, shipping and logistics, travel
and leisure, and utilities and energy. We deliver an
entire spectrum of BPM solutions including
industry-specific offerings, customer interaction
services, finance and accounting, human resources,
procurement, and research and analytics to
re-imagine the digital future of businesses. We
have delivery centers worldwide including in China,
Costa Rica, India, the Philippines, Poland, Romania,
South Africa, Spain, Sri Lanka, Turkey, the United
Kingdom and the United States.

To know more, write to us at

marketing@wns.com or visit us at www.wns.com
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