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How the Disciple Became the Guru

Summary

They say that necessity is the mother of invention.  
In the ’90s, India’s Information Technology (IT) 
industry learned to compensate for the country’s 
weak infrastructure and developed competencies that 
helped it become a top global player.  Now several 
industries, including IT, have learned to overcome 
another major deficiency: India’s education system.  
They have adapted and perfected western practices 
in workforce training and development, and now 
take workers with poor education and weak technical 
skills and turn them into highly productive technical 
specialists and managers able to compete on the 
world stage.

This paper is based on detailed interviews with 
the CEOs, HR executives, R&D managers, and 
employees of twenty-four leading companies in 
rapidly growing sectors in India.  We present an 
overview of their best practices in recruiting, training, 
managerial development, and employee retention.  

We conclude that out of necessity — because of 
educational weaknesses; skills shortages; competition 
for top talent; turnover; and rising salaries — leading 
businesses in India have developed highly advanced, 
innovative practices and that these are allowing 
industries in India to become globally competitive 
and grow rapidly.

Workforce development has become a strategic 
priority for many corporations in India and a central 
occupation of their executives.  The human-resource 
function of such companies has correspondingly 
increased in importance, shifting from a support to 
a key strategic role.  The results are evident in their 
ability to cultivate and retain workers and in the 
remarkable growth rates they are achieving.

The lesson that the U.S. and other countries 
facing increased global competition can learn is that 
workforce training and development may be essential 
to maintaining a competitive edge.
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The Global Engineering and Entrepreneurship project 
at Duke University has been researching the effect of 
globalization on the engineering profession and on 
U.S. competitiveness.  We have explored such topics 
as engineering education in India, China, and the 
U.S.; the globalization of innovation and R&D; the 
impact of immigrants on the U.S. economy; and the 
factors affecting intellectual-property creation and 
entrepreneurial activity in the U.S.

It has been widely reported that China and 
India graduate twelve times as many engineers as 
the U.S. and that this puts the U.S. at a competitive 
disadvantage.  Our earlier reports on engineering 
education showed these numbers to be incorrect.  
Graduation data we obtained showed that in 2004 
the U.S. graduated as many engineers as India and 
that Chinese Government data were suspect because 
they included several degree categories not classified 
as engineering degrees in the U.S.  We noted too that 
the quality of Chinese and Indian tertiary education 
was problematic.  The top institutions in these 
countries do graduate world-class engineers, but the 
quality of engineering education at most colleges 
and universities is highly variable, and the majority 
of graduates are not employable without significant 
additional training and education.

We reported that China was now graduating more 
Masters- and PhD-qualified engineers than the U.S. 
and that India was in dire straits in terms of graduate 
and postgraduate engineering education.  India does 
not produce enough PhDs even to staff its growing 
universities, and the number of Masters graduates it 
produces is unimpressive.

Our interviews with 78 senior executives of U.S. 
corporations involved in outsourcing engineering 
work to India and China revealed that they were 
largely motivated by cost advantages and the need to 
be closer to important high-growth markets.  When 
asked about current jobs being outsourced, half of 
the companies we interviewed said they would hire 

engineers regardless of education level and would 
train them.  The vast majority of these companies said 
that they expected to outsource higher-level research 
and development to India and China in the future.  
They indicated that for advanced R&D jobs, they 
preferred masters and PhD graduates.

Our conclusion from these interviews and from 
engineering-graduation data was that India may have 
enjoyed advantages in lower-end IT outsourcing but 
was ill-equipped to lead the next wave of globalization 
in which higher-end R&D and innovation would 
increasingly go offshore.  It appeared that the country 
best positioned to become a global hub for R&D was 
China.

Over the course of the last 18 months, we have 
made several trips to India and China and have 
met with the executives of more than 100 foreign 
multinational and domestic companies, reviewing 
their R&D projects and operations.  We learned that 
despite its deficiencies in formal education and its 
low postgraduate science- and engineering-degree 
graduation rates, India is rapidly becoming a global 
hub for R&D, building a momentum and scale similar 
to those it built in IT services.

These in-depth reviews indicated that China does 
not in fact appear to be moving at the same pace as 
India as a provider of R&D outsourcing — despite its 
advantages in engineering-graduation rates, massive 
investments in infrastructure, and sizeable economic 
subsidies.  We learned that although an overwhelming 
proportion of R&D in China was driven by foreign 
multinationals, most of it was directed at developing 
products for the local Chinese market. We observed 
very little innovation originating from Chinese R&D 
labs.

The aim of this research project is to understand 
the secrets of India’s success.  The question this paper 
attempts to answer is how India is achieving so much 
success in R&D despite its skills shortages and the 
weakness of its higher-education system.

Background
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We selected twenty-four companies (listed below) in 
emerging sectors in India that have managed to grow 
rapidly despite skills shortfalls and talent shortages.  
We met with CEOs, human-resource directors, 
R&D leaders, managers, and employees and visited 
the R&D and training facilities of these companies.  
Data from hundreds of hours of interviews were 
supplemented with information from news articles, 
company documents, corporate web sites, and 
industry experts.

Information Technology

Accenture India (Accenture)

HCL Technologies (HCL)

Infosys Technologies (Infosys)

MindTree

Satyam Computer Services (Satyam)

Tata Consultancy Services (TCS)

Wipro Technologies (Wipro)

Business Process Outsourcing

24/7 Customer (24/7)

Convergys India (Convergys)

Evalueserve

Genpact

WNS Global Services (WNS)

Software Development

Adobe India (Adobe)

Cadence Design Systems India (Cadence)

Parametric Technology Corporation India (PTC)

Retail, Financial, Hospitality, and Education Services

ICICI Bank

ICICI Prudential

NIIT

Pantaloon Retail (India) Limited / Future Group 

Taj Hotels Resorts and Palaces (Taj Hotels)

Pharmaceutical

Dr. Reddy’s Laboratories (Dr. Reddy’s)

Ranbaxy Laboratories (Ranbaxy)

R&D

General Electric Research India (GE)

Whirlpool Global Technology and Engineering 

Center India (Whirpool)

Methodology and companies interviewed
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Overview of our findings on workforce development in 
India

Leading Indian companies are implementing new 
methods of skill development at an unprecedented 
scale and pace.  There are few practices or programs 
that, taken on their own, could be considered 
innovative or unique.  U.S. and European 
corporations have excelled in many of these functions 
for decades.  The Indian innovation comes from the 
scale of some programs; how they are integrated 
into day-to-day operations and into systems of 
career advancement and reward; the application of 
technology to managing and integrating them; and 
the executive-level decision making that is performed 
on the basis of all this.

We will be detailing our findings in the following 
areas:

Employee recruitment
New-employee training
Continual employee development
Managerial training and development
Performance management and appraisal
Workforce retention
Upgrading education.

All of the companies interviewed have made 
employee training and growth an integral part — 
in many cases a cornerstone — of their corporate 

strategies.  CEOs and senior leaders are involved 
in talent-development initiatives and in identifying 
and implementing best practices throughout their 
organizations to recruit, train, retrain, develop, retain, 
engage, and reward employees more effectively.

These companies have created comprehensive 
and integrated systems of talent development 
and management that combine recruitment, 
training, performance management, and employee-
engagement initiatives.  These talent initiatives are, 
in turn, embedded in business activities.  Indian 
competencies in technology have helped them not 
only to develop systems by which to deliver on-
line learning, but also to conduct skills forecasting; 
automate testing and other recruitment activities; 
track and analyze recruitment and attrition data; 
conduct on-line performance reviews; communicate 
with employees; and share knowledge.  Indian 
companies are also finding innovative ways to 
collaborate with educational institutions and other 
partners to develop necessary talent pools.

The following sections detail the best practices 
and innovations in the areas listed above.  Appendix 
1 provides an overview of each of the companies 
included in the study and lists some of its workforce-
development practices and methods.
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Employee recruitment: searching far and wide
India’s top five information-technology (IT) 
companies (TCS, Infosys, Wipro, Satyam, and HCL) 
alone hired approximately 100,000 new workers in 
2006 and 120,000 in 2007.  IBM India increased its 
staff size to 53,000 in 2007 from 39,000 in 2006 and 
23,000 in 2005.  Similarly, Accenture added nearly 
14,000 Indian employees in 2007.  The vast majority 
of these recruits were fresh graduates from Indian 
universities, and the jobs were engineering-related.

These numbers don’t include the rest of India’s 
sizeable technology industry, and are particularly 
interesting when you consider that in the 2005 
school year, all of India’s public and private schools 
graduated a total of 169,920 engineering, computer 
science, and IT majors1, and that, according to a 
2005 McKinsey Global Institute survey of corporate 
human resource managers, only 25 percent of Indian 
engineers were employable for global jobs.2  India 
increased its graduation rates to 221,847 in 2006, but 
there was no dramatic improvement in quality.

Infosys’s 33,000 new employees in 2008 may have 
qualified it as the largest hirer of engineering talent in 
the world.  But it isn’t just the Indian IT industry that 
is hiring skilled workers: India’s top three insurance 
companies, led by ICICI Prudential, hired nearly 
40,000 employees in 2007.  Pantaloon Retail, India’s 
largest retailer, is planning to hire 14,000 employees 
in 2008. Genpact also plans on hiring 14,000 in 2008. 

Table 1 details the staffing growth at select 
companies.

Growth and competition for talent have forced 
companies in India to entirely rethink their 
recruitment processes, including how they forecast 
their recruiting needs, where they recruit from, and 
how they select candidates.

The following sections detail how these companies 
have developed their recruiting practices.

Skills forecasting

Recruitment and training & development are 
integrally linked in many of the companies we 
interviewed to strategy-setting and continual 
business-planning processes.  Skills forecasting 
and bench-strength analysis are a major enterprise, 
particularly in Indian outsourcing companies, which 
conduct in-depth bottom-up forecasts and job 
profiling on a regular basis in order to determine 
skill and talent needs.  Enterprise Resource 
Planning (ERP)-type systems are typically used to 
track and analyze existing skills and attrition data, 
and gaps between forecasted needs and existing 
skills are met through recruitment and training & 
development.  Recruitment data are also correlated 
with performance data to identify predictors of 
performance, which are used to refine recruitment 
processes. Some examples:

•	 Wipro integrates the forecasting of skill needs into 
its overall sales forecasting.  Anticipated resources 
are monitored for imminent projects three months 
in advance, and forecasts are revised monthly.  
These forecasts are then matched with the skills, 
experience, anticipated availability, and expected 
attrition of staff in order to allocate resources.

•	 Genpact conducts monthly forecasting of talent 
needs by location, skill type, and customer for 
the following six months.  It also measures 
recruitment and training yields, cycle times, 
candidate quality, service-delivery defects, and on-
time deliveries in recruitment.

1	 Gereffi, Gary; Wadhwa, Vivek; Rissing, Ben; and Ong, Ryan, “Getting the Numbers Right: International Engineering Education in the 

United States, China, and India”, Journal of Engineering Education, Vol. 97 no. 1, pp. 13–25, 2008 Available at SSRN: http://ssrn.com/

abstract=1081923.

2	 Farrell, D., et al., “The Emerging Global Labor Market: Part II — The Supply of Offshore Talent”, San Francisco, California: McKinsey Global 

Institute, 2005.
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Table 1: Staff Growth of Select Companies

Industry/company FYE 2004 2005 2006 2007 2008* 2009P CAGR 

Information Technology

Accenture (India only) 8/31 9953 16,014 23,186 36,852 41,500  43%

HCL 6/30 16,358 24,090 32,626 42,017 51,0381 62,4351 33%

Infosys (incl. subsidiaries) 3/31 25,634 36,750 52,715 72,241 91,187 102,8382 37%

Mindtree 3/31 1030 2016 3128 4162 5640 6850 53%

Satyam (excl. subsidiaries) 3/31 14,032 19,164 26,511 35,670 45,969 53,8782 35%

Satyam (incl. subsidiaries & JVs) 3/31 39,552 51,127

TCS (including subsidiaries) 3/31 33,774 45,714 66,480 89,419 111,407 133,8372 35%

Wipro 3/31 28,502 41,857 53,742 67,818 82,122 98,0922 30%

Business-Process Outsourcing

24/7 3/31 3000 5500 6500 5650 7000  24%

Convergys India 12/31 12,000

Evalueserve 12/31 471 533 932 1387 2205 3300 47%

Genpact 12/31 4000 8000 15,000 23,000 37,000 47,5003 78%

WNS 3/31 4222 6865 10,433 15,084 18,104  44%

Software Development

Adobe India 11/30 232 356 617 922 1200  51%

Cadence India 12/29 607 720 829 900 970 1030 12%

PTC India 9/30 450 580 655 805 950 1000 21%

Retail, Financial, Hospitality, and Education Services

ICICI Bank 3/31 18,000 26,000 37,000 42,000  33%

ICICI Prudential 3/31 7700 16,300 28,000 59%4

NIIT 3/31 3850

Pantaloon Retail 6/30 4000 8000 15,000 23,000 37,000  74%

Taj Hotels 3/31 23,000

Pharmaceutical

Dr. Reddy’s 12/31 6155 6135 7525 9020   14%5

Ranbaxy 12/31 9224 9648 11,343 11,843   9%5

 R&D

Whirlpool India 12/31 73 84 102 170 225  32%

*Includes forecasts provided by companies.

P = projected; CAGR = compounding annual growth rate,

1 Source: ABN Amro April 18, 2008 report.

2 Source: BNP Paribas May 12, 2008 report.

3 Source: Janney Montgomery Scott April 9, 2008 report.

4 CAGR 2006 to 2008.

5 CAGR 2004 to 2007.
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•	 TCS conducts skill forecasting as part of its annual 
business-planning process and reviews and refines 
its forecast on a quarterly basis.  This forms the 
basis of its annual talent-acquisition plans.  The 
resource-management group consolidates the 
projected competency needs from the overall 
business plan; matches required competency 
with existing competency; and identifies total 
manpower and skill requirements for the year.

Campus recruitment

Attempts to control wage inflation in recent years 
have led many companies to increase the percentage 
of fresh graduates in their hiring, which has escalated 
competition in campus recruitment. 

On campuses, companies are allotted slots 
in recruiting schedules on the basis of student 
preferences and voting, and aim to secure slots on 
the first day of recruitment to increase their ability to 
select the best talent.  They have developed various 
strategies by which to foster relationships with and 
improve their branding at academic institutions.  As 
a supplement to traditional corporate presentations, 
many conduct workshops and lectures on campuses 
and sponsor student events.  Often, they make 
significant investments in university and college 
outreach programs to facilitate improvement in the 
education and employability of graduates, a strategy 
further discussed later in this report.  They also 
use sophisticated technology and a wide range of 
advertising media, including print; outdoor, place-
based media; radio; and even television, to enhance 
recruitment brand awareness.

Nearly every company we interviewed had such a 
focus on campus recruitment.  As well:

•	 Twenty of Satyam’s eighty senior executives 
serve as mentors on campuses, and it encourages 
its employees to serve as guest lecturers.  The 
company has developed an online system that 
simplifies the process by which placement officers 
register their college, get updates on the company’s 

recruitment activities, and send updates on their 
institution.  It also publishes a newsletter that it 
distributes to 300 campuses each quarter.

•	 Infosys runs multi-day introductory workshops 
and trains and sponsors final-year students to 
serve as company representatives and centralized 
points of contact for recruitment information.

•	 PTC offers internships to local colleges, sponsors 
tech fairs and sporting events, and encourages its 
employees to deliver lectures at select colleges.  
It has also partnered with professional training 
institutions whose courses are aligned with its 
requirements, and it hires from them.

•	 Accenture engages students to work with 
Accenture professionals on live consulting projects 
remotely from campus during the semester and 
term breaks.  It also runs several pre-placement 
programs, provides guest lecturers and seminars, 
and sponsors technical events and student-visit 
programs.

 Internship programs

Extended internship programs allow companies 
to identify and engage high-potential candidates, 
conduct early training, and ensure a fit between 
candidates and job roles.  These internship programs 
tend to be larger, longer, and more integrated with 
and central to full-time recruitment than typical 
summer internships in U.S. companies.  About half 
of the companies we interviewed told us of such 
programs.

•	 Dr. Reddy’s has a project-internship program 
through which it engages students in business-
relevant short-term projects.  It also hosts nearly 
thirty interns, from different campuses every year.

•	 Infosys is piloting an initiative to hire and train 
final-year engineering students to complete three- 
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to four-month projects at the company.

•	 Whirlpool hires students part-time during their 
third year of study and recruits permanent 
candidates from this internship pool.

•	 Genpact hires undergraduate students to work for 
three days a week for a salary and 50 percent of 
their tuition fees.

•	 MindTree is piloting a program that provides 
potential recruits with free education through 
technology-aided learning.  The program provides 
reading material, assignments, and programming 
problems that require on average ten hours of 
work per week and involve on-line interaction 
with MindTree employees.

 Referral programs and creative 
recruitment methods

Referral programs account for a significant portion of 
recruitment at all of the companies interviewed, many 
of which indicated that they received higher-quality 
candidates through referrals than through other 
means. 

A few companies are also using innovative 
techniques and recruitment venues such as storefronts 
and retail kiosks to enable greater decentralization 
and geographic reach in recruitment, particularly in 
semi-urban and remote areas.

•	 Genpact has twenty-two branded storefronts in 
cities throughout India, which accept résumés 
from, and provide information about the company 
and available jobs to, candidates and their families.  
It hires 25 percent of its employees through these 
storefronts.

•	 ICICI Bank has arranged for a number of agencies 
to run recruitment kiosks at remote locations in 
India, at which résumés can be submitted and 
interviews can occur.

•	 NIIT has “e-recruitment” kiosks in its 2500 centers 
across the country to facilitate on-line testing and 
recruitment of call-center employees in remote 
locations.  As well, it hosts a web site for its alumni 
network, whose members help to provide referrals 
and information on the company.

•	 Wipro has created a cartoon-based advertising 
campaign, a blog, and a site on Second Life to 
improve its recruitment branding.  Wipro’s blog 
facilitates communication between students and 
Wipro HR staff and employees, and candidates can 
submit résumés at its model offshore-development 
site on Second Life.

Use of technology 

Sophisticated technology is also used to facilitate 
recruitment at almost every large company.  
Enterprise Resource Planning (ERP)-type systems 
are used to analyze recruitment and other data in 
order to improve recruitment processes.   In addition 
to providing corporate information and accepting 
résumés, company portals facilitate communication 
with and between recruits through chat rooms and 
blogs.

•	 Genpact has incorporated Six Sigma continuous-
improvement principles into its recruitment 
process and monitors a variety of measures, 
including recruitment and training yields, 
recruitment cycle times, candidate quality, service-
delivery defects, and on-time deliveries.

•	 TCS monitors recruits’ performance on tests and 
in interviews and correlates it with college grades 
and results from their one-year performance 
review.  This information is used as a basis for 
refining and improving the recruitment process.

•	 ICICI Bank has implemented teleconferencing 
and audiovisual recording facilities at some of its 
banking locations and offices to enable remote 
interviewing.  It also provides an in-bound call 
desk to support recruitment.
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Employee selection: 
beyond degrees and résumés

Résumés can fail to reflect the true aptitude and 
potential of job applicants and to provide a basis for 
comparison, and educational degrees are often not 
a sufficient proxy for proof of skill and competency.  
Most of the companies we interviewed have learned 
to deploy a variety of alternative methods of screening 
and selecting recruits.

Testing

Testing is one of the most common methods 
of screening applicants and is used prior to, 
and sometimes instead of, résumé selection.  
Standardized aptitude and domain-knowledge tests, 
often developed in-house, are used by virtually all 
companies for both relatively low-skilled positions, 
such as call-center jobs, and high-level R&D and 
analytical positions.  BPO companies requiring 
English skills conduct English-language tests, and 
many companies use a variety of psychometric and 
personality tests to gauge candidate fit.  These tests 
generally serve as a first screening mechanism to 
eliminate unqualified candidates and identify those 
with threshold skills rather than as an assessment tool 
to compare or rank candidates.

•	 Cadence uses a series of tests that assess 
quantitative aptitude and general computer-
science and programming skills to screen large 
numbers of applicants.

•	 At Convergys, entry-level call agents are hired 
from any degree background and tested for job-
specific requirements, including communication, 
problem-solving, and listening skills.

•	 Genpact uses a psychometric test to assess 
the language-learning ability and creativity of 
candidates who fail their oral exam, enabling it 

to identify candidates who would otherwise be 
disqualified through skills testing and increasing 
the company’s recruitment rate.

•	 Evalueserve uses a GMAT-like test to screen 
graduates, who often hold higher and specialized 
degrees, for positions in investment, market 
research, and other areas.

•	 Adobe puts candidates through a rigorous in-
house test that assesses technical skills such as 
computer science and basic programming as well 
as general problem-solving and analytical abilities.

•	 Dr. Reddy’s Labs uses psychometric tests 
to provide supplemental information in its 
recruitment of senior-level personnel.

Interviewing

Companies use a wide variety of techniques, including 
behavioral and technical interviews, to assess both 
technical competence and behavioral qualities.  These 
include group discussions, panel interviews, case 
studies, simulations, and presentations.  In addition to 
adopting new interviewing formats, many companies 
have implemented process-control measures to 
improve interview quality and effectiveness.

•	 Taj Hotels managerial recruits are first screened 
through a group discussion and/or a technical test, 
followed by interviews and industry-specific tests.  
Hiring emphasizes attitudes and values rather than 
experience.

•	 At TCS, all interviewers must be qualified through 
a process of interviewer training and certification.  
Interviewer performance is evaluated through 
feedback from recruits. Interview results and 
offer letters are usually processed on the date of 
interview.



10

How the Disciple Became the Guru

•	 At Dr. Reddy’s, managers who lead individual 
or group interviews are trained in interview 
techniques and are measured on recruitment-
acceptance ratios and lead times.

Broadening the talent pool: hiring for 
potential and ability as against skill

The vast majority of companies we interviewed 
have developed a recruitment philosophy to hire for 
general ability and attitude rather than specialized 
domain and technical skills.  They rely on their own 
training and development departments to impart the 
skills required.

Job profiles and selection criteria have typically 
been redefined to expand the pool of potential 
candidates and to manage retention.  Most companies 
have eliminated selection criteria such as specific 
technical degree requirements -— which are not 
always essential for success — and have identified 
new criteria that are predictors of success.  They have 
refined the art of matching candidates to required 
skills and of increasing the likelihood of candidate job 
satisfaction and stability.

•	 All of the IT-service and BPO companies have 
begun hiring non-engineering science graduates.  
They are striving to have larger percentages of 
their employees come from science backgrounds.  
Some, such as HCL, are also recruiting arts 
graduates.  HCL’s goal is to have half of its recruits 
come from arts and science colleges.

•	 Software companies such as Cadence and PTC 
hire generalists with relevant technology skills 
instead of experienced domain specialists.  These 
companies say that the resulting diversity of 
backgrounds has brought them unexpected 
performance benefits.

•	 24/7 Customer conducts tests to identify a 
candidate’s statistical predictors of success for 
different jobs in its call-center business.  It has 
found that different qualities are required for 
success in in-bound as opposed to out-bound 

calling and that graduates from less-prestigious 
universities often have attitudinal qualities that 
make them better qualified than other candidates 
for certain positions.

•	 WNS has de-emphasized the importance of 
English skills in favor of attitudinal predictors 
of success, such as desire and ability to learn, 
resilience and perseverance, ability to focus, and 
self-discipline.  Candidates who exhibit these traits 
but do not have the requisite linguistic capabilities 
are provided with extensive linguistic training.

•	 Taj Hotels has moved beyond hospitality institutes, 
its traditional recruiting grounds, to hire science, 
commerce, and engineering graduates. It recruits 
from retail, airline, BPO, and other service sectors 
for managerial positions.

•	 In newly emerging sectors, such as financial 
services, few recruits have any domain 
specialization.  Eighty percent of recruits at ICICI 
Bank have non-banking backgrounds.

•	 Wipro, TCS, and HCL Technologies have begun 
hiring medical professionals, including doctors, 
nurses, and paramedics, for medical-insurance 
claims and related areas in their BPO businesses.

•	 Ranbaxy hires not only PhD- and Master-degree 
candidates in pharmaceutical and science-related 
fields but also doctors from medical colleges.

Lower–tier schools and non-metro hiring  

All of the IT Services, BPO companies, and major 
retail and financial-service companies and others are 
now hiring from smaller cities and towns as well as 
the major tier-I cities such as Mumbai, New Delhi, 
and Bangalore.  Some are even going to remote 
villages. 

They are also hiring from a broad range of public 
and private universities and training institutes such 
as NIIT, whose centers are found in small towns and 
large cities throughout the country. 
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As is detailed below, collaborations between 
employers and universities/private training institutes 
is causing improvements in the quality and quantity 
of education provided in these regions. 

•	 Infosys, which a few years ago hired from 100 
colleges and universities, now hires from over 
1000 schools throughout the country.

•	 ICICI Bank and ICICI Prudential de-emphasized 
English and social skills as primary recruitment 
criteria in order to open up a huge pool of talent 
from India’s lower and middle classes. 

•	 Genpact hires the majority of its call-center 
workers from tier-II and -III cities and is now 
experimenting with recruitment in tier-IV towns.

 Women 

Diversity has become a high priority for most of the 
companies we interviewed.  Women in particular 
have been identified by many companies as a wealth 
of under-used talent.  Many companies said that their 
female employees tended to exhibit greater company 
loyalty and had lower attrition rates than male 
employees.

•	 GE Research has set divisional targets for hiring 
women.  Its managers have been encouraged to fill 
jobs in fields with few women, such as mechanical 
engineering, with women who have skills in allied 
fields, such as computer science, electronics, and 
material sciences.  It is also encouraging the hiring 
of women who have taken career breaks.

•	 Accenture, HCL, and GE Research recruit from 
women’s engineering colleges, and Infosys invites 
1200 women from 420 colleges each year to visit 
its campus for a two-day introduction to the IT 
industry.

•	 The proportion of MindTree’s female recruits has 
increased from 17 percent in 2004 to 25 percent 
in 2007.  One third of Infosys employees are now 
women.

•	 Accenture offers recruiters and referrers an 
incentive bonus for every female candidate they 
hire.

 Older workers/disadvantaged groups

The high attrition rates of younger employees have led 
many companies to look for older workers; retirees; 
and minority, unemployed, and other disenfranchised 
workers.  Companies say these workers exhibit greater 
maturity and company loyalty.

•	 ICICI Prudential has launched a program to 
recruit and train military officers with ten or more 
years of military service to serve as unit managers 
in rural areas.

•	 Genpact and HCL Technologies have both begun, 
for their BPO businesses, to hire older workers, 
who bring experience and skills from other 
industries.

•	 Satyam has begun hiring rural villagers to work on 
some of its less-complex back-office processes.

•	 Infosys launched a pilot program to train 
graduates from underprivileged groups and is 
partnering with the government to expand its 
affirmative-action program.

•	 HCL Technologies launched a program to hire 
from pools of unemployed talent and provides 
a small stipend to unemployed graduates with 
relevant skills while they undergo an extended 
entry training program to impart missing skills.

Global talent

Though Indian nationals still constitute the bulk of 
their workforce, some companies, particularly in the 
IT services and BPO industries, have begun to recruit 
from international talent pools.

•	 TCS, which had fewer than 100 non-Indian 
employees five years ago, now employs more than 
10,000 non-Indians, who constitute 9.1percent of 
its staff.
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•	 Infosys began recruitment at U.S. and U.K. schools 
in 2006, and has doubled the proportion of its 
non-Indian employees, to 3 percent.

•	 Genpact has opened outsourcing centers 
in Mexico, Hungary, Romania, China, the 

Philippines, and the Netherlands.  Satyam has 
set up development centers in the U.S., Canada, 
Brazil, Hungary, Japan, Malaysia, Singapore, 
Australia, Egypt, and the United Arab Emirates.
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Because new recruits are disproportionately young, 
lack experience, and often have skill shortfalls, 
companies in India assume that new recruits will have 
to be trained practically from scratch.  So they invest 
substantial time, money, and effort into training.  
Training isn’t relegated to less-experienced personnel: 
even the most senior executives participate in 
training new employees.  Most large companies have 
built dedicated learning centers, and some employ 
hundreds of training staff.

Training infrastructure

Most large companies have spent significant capital 
on building dedicated learning centers that house 
various training and development programs and often 
hundreds of learning staff.

•	 Infosys’s new Global Education Center, in Mysore, 
spans 335 acres, has 2 million square feet of space, 
employs more than 300 full-time faculty, and can 
train 13,500 employees at a time.  The company 
invested more than $120 million in this facility. 

•	 Wipro’s Bangalore-based training center can train 
5000 employees at a time.  It has 300 professors on 
staff.

•	 TCS’s training center in Kerala, the largest in 
Asia when it was set up in 1998, can train 1600 
recruits at a time.  The company aims to be able 
to train 30,000 at a time, in ten training centers 
throughout the country.

•	 Satyam launched a 240,000-square-foot School 
of  Leadership in 2007, with 68 full-time training 
staff.  The Satyam Technology Center can train 
1500 concurrently.  It has dorms, a golf course, 
swimming pool, tennis courts, deer park, aviary, 
and cricket field.  It is adding a building that will 
increase training capacity by 3300.

•	 Taj Hotels founded the Institute of Hotel 
Management, in Aurangabad, to develop talent for 

India’s hospitality industry.

 Training’s role within the corporation 

The importance of and large investments in 
training and development in India have made the 
human-resources function an important one that 
often reports directly to the company’s  executive 
management, enjoys high visibility, and attracts 
top talent.  In every company we interviewed, 
the executive management team was involved 
with intricate details of staff development.  Talent 
development and management are considered to be 
key strategic concerns in many companies; in some, 
discussions are routinely held in board meetings on 
subjects such as HR and training policies.

•	 MindTree’s Chief Operating Officer and co-
founder recently took on the full-time role of 
“Gardener”, providing one-to-one coaching with 
the organization’s top hundred leaders, in order to 
cultivate the firm’s leadership and organizational 
capacity.

Methods, processes, and time spent

India’s most successful firms have refined their 
training methods in order to rapidly and effectively 
train recruits in technical and specialized skills.  
They invest considerable time and effort in 
imparting missing technical skills and the soft 
skills (including cultural, customer-service, team-
building, communication, and language skills) that 
are particularly important in the outsourcing sector, 
where employees are required to interact with foreign 
clients.  Experienced employees and corporate 
executives usually play an integral role in training 
new recruits.

•	 Infosys’s computer-science recruits must complete 
a six-week program at Mysore; and the majority 
of recruits in engineering take an intensive 
sixteen-week program, regarded as equivalent 
to a computer-science degree and estimated to 

New-employee training
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cost more than $6500 per recruit.  Non-engineer 
recruits undergo an extended three-month 
training program.  

•	 HCL recruits undergo a sixty- to ninety-day 
training program that integrates behavioral skills 
with technical, business, and domain knowledge.  
They are then allotted to projects and receive on-
the-job training.

•	 Wipro recruits receive twelve to fourteen weeks of 
classroom training before joining business groups, 
after which they receive need-based training.

•	 For the science graduates it hires, TCS runs a 
seven-month training course in areas such as 
computer programming, customer orientation, 
and project management.

•	 PTC allocates three months for formal and on-
the-job training of new recruits. 

•	 Accenture’s technology recruits receive twelve 
weeks of training and initially work on projects by 
shadowing experienced employees on the job.

•	 WNS recruits undertake four to twelve weeks 
of training, including one to two weeks of pre-
process training on client culture, communication, 
and accent-neutralization training and three to ten 
weeks of process-specific training.

•	 ICICI Bank’s recruits undergo four weeks 
of training in one of its six business-specific 
induction programs, which include training in 
sales, credit, operations, collections, and specific 
products as well as in corporate etiquette.

•	 Pantaloon Retail recruits receive six weeks of 
training, which includes a 5½-day residential 
program held at one of the company’s eight 
training centers and incorporates sales, product, 
and customer-service training, as well as 

education in hygiene, physical and mental health, 
gender, and arts.

Table 2 shows the duration of training received by 
new recruits at select firms. 

On-the-job training 

In addition to classroom learning, new employees 
receive extensive on-the-job training.

•	 Whirpool engineering recruits undergo a one-
week orientation and two months of on-the-job 
training.  They are assigned a senior manager as 
a mentor, who spends five or six hours per week 
mentoring three or four recruits, during their first 
2-3 months on the job. They then follow a nine-
month rotation program through the center’s main 
R&D areas, spending a month or a month and a 
half in each area.  The aim of this program is to 
expose engineers to all of the company’s product 
lines.

•	 New Adobe employees undergo a 2½-day 
induction program led by senior executives 
and are then assigned to teams and given small 
problems by managers, who spend several hours 
each week providing feedback and coaching.

•	 Following four weeks of classroom training, 
Evalueserve recruits receive four to five weeks of 
on-the-job training.  New employees are placed 
in teams of ten, where they spend several weeks 
observing more-experienced team members.  
After two to three weeks, they are given three or 
four days to work on parts of projects under the 
supervision of team managers.

•	 Wipro employees assigned to work with Japanese 
customers complete a full-time six-month 
“Shimpo” (which means progress in Japanese) 
program.  Employees are taught not only how 
to read, write, and speak the language, but 
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also the nuances of Japanese culture.  Shimpo 
cultural training focuses on such aspects as using 
chopsticks, exchanging business cards, practicing 
the Japanese art of origami, and learning about 
Japanese cultural festivals.

•	 Accenture’s technology recruits receive twelve 
weeks of training and start work on projects by 
shadowing experienced employees on the job.

•	 Pantaloon Retail’s 5½ days of residential training 
is followed by five weeks of on-the-job training.

Table 2: Training Per New Recruit at Select Companies

Industry/company Days1

Information Technology

Accenture India2 60

HCL 60 to 90

Infosys3 80

Mindtree 40

Satyam 90

TCS4 52

Wipro3 60 to 70

Business-Process Outsourcing

24/7 15 to 40

Convergys India 15 to 45

Evalueserve 40

Genpact 25

WNS 20 to 60

Software Development

Adobe India 10

Cadence India 16

Retail, Financial, Hospitality, and Education Services

ICICI Prudential  12 to 16

NIIT 40

Pantaloon Retail
30 (front-line)

15 (managerial)

Taj Hotels 8 to 12

1 Data reported in hours or weeks converted on a basis of eight hours per day, five days per week.

2 Data for technology business.  BPO recruits receive seven weeks; consulting recruits receive four weeks.

3 Data for engineering graduates.  

4 Data for engineering graduates.  Science graduates get seven months of training.
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Continual employee development

Technology-aided learning  

Indian training investments were originally focused 
on making new recruits employment-ready.  Rapidly 
changing business needs and continual expansion 
into new business areas have led companies to 
broaden their scope of training, to invest significantly 
in continuing employee development, and to view 
the upgrading of skills and continual retraining in 
additional skills as integral to business operations.  
Nearly all the Indian executives we interviewed stated 
that continual development and lifelong employee 
learning are their lifelines to business survival and 
growth.  In addition, employee demand for training 
and education has made them necessary for attracting 
and retaining talent.

Companies offer and usually mandate a wide 
range of training and certification programs. These 
include not only technical and domain training but 
also a wide range of soft skills and management skills, 
including training in Six Sigma quality processes; 
communication; and cultural, behavioral, foreign-
language, and personal-effectiveness skills.  Training 
is developed both in-house and by external providers 
and is delivered in different ways.

Table 3 shows the number of days of training that 
employees of some companies receive.

Technology is commonly used to enable 
decentralized and remote delivery of employee 
training and to reduce costs.  Almost all the 
interviewed companies make various forms of 
“e-learning” an integral part of employee training and 
development.

•	 At Genpact, 40 percent of training is delivered 
through “e-learning”, and 400 courses, comprising 
8000 modules, are delivered on line.

•	 Satyam is investing $8 million to develop an on-
line learning-management system, which delivers 
training through on-line modules, podcasts, 
webcasts, web radio and television, and mobile 
learning and also manages attendance and course 
evaluation.

•	 Employees at Evalueserve use personalized on-line 
training calendars, which track on-line course 
modules assigned from amongst 300 developed 
in-house, all of which include on-line tests.

•	 ICICI Bank mandates four days of “e-learning” for 
all employees.  It is developing gaming technology 
to train employees in banking and management 
skills.

A variety of technologies facilitate remote study.

•	 ICICI Prudential is experimenting with a mobile 
learning system that uses automated information 
centers to provide access to frequently requested 
information on product features, interest rates, 
and other matters to its 130,000 sales agents 
without offices.

•	 Pantaloon Retail has begun using the plasma 
screens in its stores, used for advertising during 
the day, to disseminate information to store 
employees before opening hours.

•	 ICICI Bank has introduced game technology as an 
integral part of its induction program.  It uses four 
on-line games to train new recruits in customer 
situations, including queue management, check 
clearance, check payment, and savings-account 
deposition, and to assess skills and performance 
before employees engage with customers.  Recruits 
win prizes by learning to provide timely services 
and resolve issues.

“Fresher” coaching and mentoring

The coaching and mentoring of young, inexperienced 
graduates (“freshers”) by senior, experienced staff 
and executives is a common method for developing 
the workforce in India.  Almost every company we 
interviewed uses these techniques to aid in staff 
development.
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•	 Cadence has a program called “Leaders as 
Teachers”, which requires technical leaders to 
spend one to two weeks per year delivering 
classroom training.  Every senior employee, 
including the Managing Director of Indian 
Operations, must participate.

•	 GE Research India starts the mentoring process 
thirty days before a recruit commences work and 

continues for ninety days.  The new employee is 
connected with a “buddy”, typically someone in 
the group that the new employee will work in, who 
provides advice and guidance.

•	 HCL appoints mentors for groups of five to eight 
employees, who hold discussions twice a week.  
Senior managers are required to attend a two-
day mentoring program and then to spend 10 

Table 3: Examples of Ongoing Training per Existing Employee

Industry/company Days annually1

Information Technology

Accenture India2 10

HCL 10

Infosys 5

Mindtree 13

Satyam 8

TCS 14

Wipro 12

Business-Process Outsourcing

24/7 6

Convergys 7 to 12

Genpact 10

WNS  4 to 8

Retail, Financial, Hospitality, and Education Services

ICICI Prudential  6 to 8

ICICI Bank 10

NIIT 12

Pantaloon Retail
5 (front-line)

10 (managerial)

Taj Hotels  5 to 9  
Pharmaceutical

Dr. Reddy’s 6 to 10

Ranbaxy 5

1 Data reported in hours or weeks converted on a basis of eight hours per day, five days per week.

2 Data for technology business.
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to 20 percent of their time mentoring.  Mentors 
are required to coach twenty-two to twenty-five 
people and to meet them for a minimum of 200 
hours over eighteen months.

•	 Leaders at Satyam are required to spend thirty 
hours every year on training new recruits.

•	 Genpact employees are assigned a buddy for the 
first three months of employment.  Its domain 
experts publish job instructions and review teams 
at specific project milestones.

•	 PTC requires managers to provide customer 
and market updates to their teams on a regular 
basis.  Managers’ communication to employees 
at all levels is similarly emphasized in nearly all 
companies interviewed.

Other learning channels

In addition to formal training and on-the-job 
coaching, companies promote continual employee 
development through job rotation, pre-project 
training, and various forms of peer learning and 
knowledge sharing.

•	 At R&D-oriented companies, including Ranbaxy, 
Dr. Reddy’s, Cadence, Adobe, PTC, and GE 
Research, knowledge sharing is facilitated through 
seminars, expert talks, technical forums, poster 
presentations, communities of learning, and 
conference hosting and attendance.

•	 Accenture currently has seventy-four active 
“communities of practice” groups that come 
together on line or face-to-face to pursue a 
common interest.  Community members deepen 
their knowledge by interacting on a continuing 
basis to share knowledge and develop shared 
practices.

•	 Pantaloon Retail hosts store-level and city-
wide storytelling competitions to encourage its 

storefront employees to share new ideas and 
practices.

•	 Volunteer programs serve as informal avenues 
of continuing employee development and as 
vehicles for community service and engagement.  
Most companies say that they have found that 
community service helps to develop leadership 
and well-roundedness and is strongly correlated 
with strong job performance.

•	 MindTree has piloted volunteer service as part 
of its formal training program.  Its performance-
management systems include social responsibility 
as an assessment criterion.

•	 At Infosys and Wipro, community service is 
required of all senior leaders.

•	 Pantaloon Retail has arrangements with NGOs 
for employees to work with underprivileged 
communities and believes this also helps to 
develop humility and a sense of service in its 
employees.

•	 Satyam employees are encouraged to dedicate ten 
percent of their work time to volunteer activities.

As the last section of this report discusses, nearly 
all of the companies in this study have extensive 
arrangements with universities to enable employees 
to upgrade education and earn bachelor, Masters, and 
even PhD degrees while they work.  Many collaborate 
with educational institutions to create customized 
degree and certification programs for employees or 
host courses on site; some establish their own degree 
programs and educational institutes.

Companies typically tie earning of educational 
degrees to career planning and promotions and 
provide sabbaticals and reimbursements for 
continuing education.



19

How the Disciple Became the Guru

Managerial development: cultivating leaders
Shortages in managerial talent have made it necessary 
to build pools of managerial talent internally, and 
fast-paced growth has required many firms to 
accelerate its development. Managerial training 
and people skills have also allowed these firms to 
better engage employees and help them meet their 
managerial aspirations, both critical to retention.  

Companies have integrated course and formal 
degree-program offerings with promotion policies, 
career planning, developmental experiences, and 
coaching and mentoring in order to rapidly cultivate 
managers.

The average age of first-line managers is often 
below thirty, as shown in Table 4.

Table 4: Average Age of Employees and First-Line Managers 

Industry/company Employees First-line managers

Information Technology

Accenture India 27 28

HCL 27 25 to 27

Infosys 26 8 years’ experience

Mindtree 27 35

Satyam 28 28

Wipro 26 28 to 29

Business-Process Outsourcing

24/7 27 33

Convergys 26 29

Evalueserve 26 28

Genpact 27 29

WNS 24 27

Software Development

Adobe India 27 33

Cadence India 32 37

PTC India 29 29

Retail, Financial, Hospitality, and Education Services

ICICI Bank 30 28

ICICI Prudential 28 28

NIIT 32 31

Pantaloon Retail 22 27

Pharmaceutical

Dr. Reddy’s 31 29

R&D

GE Research India 33 41

Whirlpool India 26 30
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Promotion from within

Almost all companies we studied have policies and 
philosophies to cultivate managers internally.  Most 
companies have fast-track programs that aim to 
provide career opportunities to high-performing 
employees and to cultivate managers and increase 
retention of high performers.

•	 Adobe India has hired only two external 
candidates at the first managerial level and above 
in the past three years.  Evalueserve, Cadence, Dr. 
Reddy’s, and a number of other companies say that 
three-quarters or more of their managers are hired 
from within the company.

•	 At Satyam, internal candidates have a right of first 
refusal on all new managerial assignments.

•	 Genpact staffed 70 percent of its senior managerial 
roles through internal promotion in 2007, and one 
in three employees is promoted each year.  The 
company is aiming to staff 80 percent of all new 
roles internally.

Identifying and cultivating leaders 

Most of the large companies we interviewed spend 
a significant amount of time on succession planning 
for their managers.  Performance-management 
systems, discussed further in the next section, play 
an important role not only in identifying high 
performers but also in providing an inventory of 
existing skills and strengths and in identifying 
deficits.  They are used as a basis for career planning 
and for development through on-the-job experience, 
training, and coaching and mentoring.

•	 ICICI Prudential uses its 360-degree performance-
feedback system to identify those with core 
leadership talent, whom it individually interviews 
and profiles and puts on the fast track to 
management roles.

•	 Infosys developed a nine-part leadership-
competency standard that it uses to identify 
and assess managers on the basis of data from 
its performance-management systems.  Its 
leadership-training center focuses on imparting 
the required training, and the company conducts 
annual leadership-capability appraisals.

•	 MindTree has internal committees, comprising 
senior executives, that spend two full days each 
year on reviewing the top 200 managers and 
identifying three candidates for each of 45 key 
positions.

•	 Taj Hotels uses annual performance-
management scores and evaluations to identify 
250 high-potential candidates, who undergo a 
comprehensive three-day off-site assessment.  
Candidates are then provided with extensive 
managerial training.

•	 Whirlpool India has identified and is grooming 
twenty engineers to fill leadership roles.  They are 
provided with forty hours of external coaching a 
year in a range of competencies.

Classroom training- and management-
degree programs

Formal courses and training help develop project-
management, team-building, people-management, 
communication, coaching, and other managerial 
skills.  Most companies offer MBA programs, which 
managers typically pursue while working.

•	 Pantaloon Retail manager recruits undergo a 
twenty-one-day training program that emphasizes 
holistic thinking and the integration of business 
and design training.  The company also grants 
eighty-five employees, last year selected from 450 
applicants, the opportunity to pursue an MBA 
on a two-year unpaid sabbatical, and guarantee 
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reimbursement of tuition fees and a promotion 
upon completion.

•	 Dr. Reddy’s and Ranbaxy conduct multiple-day 
programs led by HR and area leaders to introduce 
basic managerial roles and responsibilities to its 
scientists.

•	 HCL and Satyam have both launched their own 
customized on-line MBA programs in conjunction 
with content partners, including Harvard Business 
School.  Several other companies, such as ICICI 
Bank and ICICI Prudential, WNS, and Dr. 
Reddy’s, offer similar programs.

•	 Adobe offers a part-time Masters of Science 
program with the University of Florida to allow 
employees to pursue higher education while 
working.

Some large companies, including Tata Group, 
Infosys, Wipro, and Satyam, have founded their own 
managerial-training institutes, which develop and 
offer various curricula and forums for managerial 
training.

•	 The Tata Management Training Centre, of the 
Tata Group (to which TCS and Taj Hotels belong) 
is a comprehensive institute of management that 
runs a full roster of courses, ranging from strategic 
decision-making to innovation, delivered by 
academics and practitioners.

•	 Infosys’s Leadership Institute was founded in 2001 
with the objective of growing its next generation 
of leaders.  It selects 700 managers each year from 
its top 4000 leaders to receive leadership training 
in nine key competency areas.

•	 Satyam’s School Of Leadership developed a 32-
week on-line mini-MBA program, in partnership 
with U21 Global and Harvard Business School.

On-the-job managerial development

Because managerial development is largely a function 
of on-the-job learning, many of the companies 
we interviewed have accelerated such learning 
through a variety of structured developmental 
experiences, including job rotations, early managerial 
responsibilities, cross-functional projects and 
experiences, and intrapreneurship initiatives.

•	 Genpact cultivates managers through a fifteen- to 
eighteen-month program.  This program includes 
two to three rotations; classroom training; 
“e-learning”; coaching; and projects.

•	 Pantaloon Retail managerial recruits work on 
three- to four-month cross-functional projects 
designed to generate and implement new ideas.  
They then gain experience by progressing from 
managing a small store in their first year to 
managing a cluster of stores and, by their eighth 
year, a geographic region.

•	 Satyam has broken up its operations into 1500 
small businesses headed by middle managers, 
who have complete fiscal, people, and strategy 
responsibility.

•	 ICICI Bank sub-businesses are given to high-
potential managers, with limits on capital and 
resources to replicate entrepreneurial conditions.  
Managers are required to provide detailed business 
cases and reports to the board as they build their 
businesses.

•	 GE Research provides a leadership-development 
forum of which managers participate in a series 
of weekly sessions over a three-month period to 
discuss and learn best practices.

•	 Fast-track managerial development programs are 
common in all the large IT and BPO companies 
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and others, including Dr. Reddy’s, Taj Hotels, and 
ICICI Bank.

Manager coaching and mentoring

Coaching and mentoring have become central 
activities for senior leaders, who generally view 
the cultivation of managers as one of their primary 
responsibilities.

•	 HCL Technologies promotes more than 20 percent 
of its employees every year.  It has developed an 
eighteen-month structured mentoring program 
in which groups of five to eight new managers 
meet with mentors biweekly.  To begin with, 
senior managers are required to attend a two-day 
program on coaching, led by one of twenty-two 
qualified master coaches on staff.  They are then 
required to spend five weeks of the next eighteen 
months in coaching and mentoring twenty-two to 
twenty-five lower-level managers.

•	 GE Research launched a drive to encourage all 
senior technical managers to become mentors.  It 
encourages employees to identify formal mentors 
and informal mentors to serve as sounding boards. 

•	 Senior managers at Whirlpool spend five to six 
hours per week mentoring employees.  Senior 
managers at every company we met reported 
that their executives invested similar effort in 
managerial training and development.

 Executive development

Senior managers participate in customized executive-
education programs, often in conjunction with U.S. 
and other business schools; exchanges facilitated by 
industry associations; and informal, collaborative 

learning exchanges with executives of other 
companies.  The majority of Indian executives we met, 
including human-resource leaders, were also avid 
readers and kept abreast of relevant business press, 
books, and academic research.

•	 TCS senior executives are required to undergo 
fourteen to sixteen days of training each year, 
which they often fulfill by attending executive-
education programs in Indian and foreign 
business schools.

•	 ICICI Prudential has developed a customized 
leadership-development program for more than 
200 leaders in operations, HR, and finance.  It 
holds thought-leadership programs led by the 
faculty of a U.S. business school.

•	 Genpact developed an executive education 
program in partnership with Duke University, in 
which 300 participated in 2007.

•	 Wipro senior executives take a five-day residential 
program developed with the Indian School of 
Business along with faculty from Wharton and the 
London Business School.  They also participate 
in a ten-day global leadership consortium 
comprising global leaders from different industry 
segments.
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Sophisticated performance-management and 
-appraisal systems provide transparency and 
fairness in evaluation and rewards in nearly all of 
the companies we interviewed.  Mechanisms such as 
360-degree reviews and Balanced Scorecard methods 
are common.  Managers are typically evaluated on a 
variety of non-financial measures, including employee 
satisfaction, attrition rates, and mentoring.

Performance management has been integrated 
with training and development at most companies.  
Performance reviews are used to identify training 
needs, provide feedback and coaching, and facilitate 
employees’ goal setting and career planning.  Career 
planning and mapping have become important 
avenues by which firms can plan talent needs and 
provide employees with clear internal growth 
opportunities.  Substantive feedback sessions 
following performance evaluations and goal-setting 
processes are used widely as opportunities to 
communicate with employees; assess their interests, 
needs, and aspirations; plan their careers; and match 
their skills and aspirations with company and project 
needs.

•	 At HCL, only one of six parameters in their 
360-degree feedback process focuses on past 
performance; the remaining parameters focus 
on future potential.  This feedback is used to 
identify development needs and to facilitate 
career planning and goal setting.  The rankings 
and comments for the top 20 managers are made 
publicly available on line, and employees can see 
these supervisors’ scores.

•	 PTC’s performance-management system provides 
for business and individual goal-setting.  Mid-
term and year-end performance appraisals include 
360-degree feedback with self appraisals as well 
as peer and manager assessments and a formal 
discussion of performance, development, and 
career management.

•	 TCS conducts a biannual review process using a 
score card, the results of which are posted on line.  
Feedback from appraisals, employee-set goals, 
and development plans is discussed in detail with 
employees, and deficits are addressed by training-
and-development personnel.

•	 Evalueserve employees have feedback sessions 
with project managers after each project, typically 
every one to two weeks.  All project feedback 
and ratings are posted online, and employees 
are required to either accept or challenge 
ratings.  These interim ratings and feedback 
are compiled in year-end evaluations that are 
linked to compensation and to a development 
plan posted on line.  Managers are evaluated on 
client feedback; productivity; team attrition; and 
360-degree feedback, which are equally weighted.

•	 Pantaloon Retail store managers are measured 
according to a “Happiness Index”, which gauges 
employees’ satisfaction with their experience of 
the store as extended family; intellectual challenge; 
financial rewards and feedback received; and 
career security.

Performance management and appraisal: employee 
development, transparency, and fairness
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Workforce retention
Retention challenges have been an important catalyst 
of many Indian innovations in recruitment, training 
and development, and performance management, 
as growth in outsourcing and the emergence of new 
sectors have intensified competition for talent.

Most companies have been able to reduce 
attrition or keep it at reasonable rates through their 
skill-development, career-management, and other 
programs as well as their retention and employee-
engagement strategies.  Genpact has been able to 
reduce its rate from 38 percent in 2004 to 25 percent 
in 2008.  HCL Technologies reduced its annual 
attrition rate from 20 percent to 15 percent in less 
than three years.  Pantaloon Retail maintains an 
annual attrition rate of 9 percent.  Whirlpool has been 
able to reduce its annual attrition rate to 8 percent in 
2008 from 21 percent in 2005.

It should be noted that annual attrition rates in 
the 20 to 25 percent range are not uncommon in the 
IT services industry in the U.S.  In the BPO industry, 
they can often exceed 60 percent.  Small to mid-sized 
software companies’ attrition rates in the U.S. are 
often in the 15 to 30 percent range.  Top companies 
like Google, IBM ,and Microsoft usually maintain 
single-digit attrition rates.  But according to media 
reports, even Microsoft’s attrition rates have been 
close to 10 percent.1

Table 5 shows the attrition rates of some of the 
companies we interviewed, over a period of time.

Attrition analysis

Often supported by sophisticated technology, 
companies use attrition analysis to constantly refine 
recruitment, training and development, performance 
management, and other human-resource practices.

•	 GE Research conducted an in-depth analysis 
of attrition rates and found the highest 

attrition risk in the first one to three years of 
an employee’s tenure, reducing considerably as 
the tenure increases.  The company achieved 
significant improvements by providing younger 
employees with mentoring, career planning, and 
opportunities for higher education. 

•	 MindTree similarly found that attrition during 
the first six months of a laterally hired employee’s 
tenure was very high, and so implemented a 
three-week program and dedicated a space to 
help integrate the twenty to thirty laterally hired 
recruits who joined the firm each week.  Two 
thousand have participated in the program, 
and attrition at six months fell by more than 10 
percent.

•	 In the BPO industry, in which attrition rates are 
particularly high, Genpact and Convergys have 
implemented early-warning systems to monitor 
dozens of qualitative and quantitative predictors 
of attrition, such as changes in work productivity 
or work quality and increases in absenteeism, 
tardiness, or exhibited frustration.  Yellow or 
red flags trigger interventions by team leaders 
and managers, facilitating communication and 
addressing employee dissatisfaction.

Career planning

As noted earlier, extensive career planning 
and management play an important role in 
communicating opportunities to employees.  
Companies have created new potential career paths in 
order to retain employees.

•	 GE Research redefined a multi-stage technical-
career path and included a senior scientist in its 
senior leadership team to create alternatives to 

1	 <http://www.directionsonmicrosoft.com/sample/DOMIS/update/2001/02feb/0201mamt_ch.htm> and <http://www.businessweek.com/magazine/

content/05_39/b3952001.htm>.
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a much sought-after managerial career path.  It 
created a role of Chief Scientist in the ranks of 
executive management.

•	 Evalueserve gives employees the opportunity to 
move between product groups, typically every 
1½ years, retraining them in new products and 
processes upon each new rotation.  It also allows 
clients to hire 4 to 5 percent of its employees.

•	 Convergys also allows clients to hire a limited 
number of employees, providing them with 
career opportunities and reducing attrition to 
competitors.

•	 WNS has created a quality-management career 
path distinct from the traditional project-
management one, in order to add to employees’ 
opportunities within the company.  Top 

Table 5: Attrition Rates

Industry/company 2003 2004 2005 2006 2007 2008

Information Technology

Accenture Global     18%

HCL 14% 20% 17% 17% 15%

Infosys 7% 10% 10% 11% 14% 13%

Mindtree 12% 14% 12% 16% 16%

Satyam 15% 17% 17% 19% 16% 13%

TCS 7% 8% 10% 11% 13%

Wipro 14% 13% 15% 17% 15%

Business-Process Outsourcing

24/7  35% 42% 35% 37%

Evalueserve     28%  

Genpact 38% 34% 32% 30% 25%

WNS   30% 40% 38%

Software Development

Adobe India    11% 10%

Cadence India 7% 13% 11% 11% 13%  10%

PTC India   13% 13% 13% 13%

Retail, Financial, Hospitality, and Education Services

ICICI Bank 20 to 25%

ICICI Prudential 30%

NIIT 36% 28% 20%

Pantaloon Retail 9% 8% 10% 10%
9% (front-line)

4% (managerial)

Taj Hotels
10 to 12% (front-line)

20% (managerial)

Pharmaceutical

Dr. Reddy’s  17%

R&D

GE Research India 8% 7% 11% 12% 7%

Whirlpool India 18 to 19% 21% 12% 9% 9%
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performers undergo testing to identify whether 
they are better suited to quality or management 
career tracks.

Employee communication 

Companies have increased communication with 
their employees in an effort to enhance employee 
engagement and obtain information to improve 
human-resource processes.  They have also developed 
innovative ways to communicate, obtain timely 
employee feedback, provide means by which to air 
grievances, and gauge employee satisfaction.  They 
conduct and scrutinize the results of regular surveys 
of employee satisfaction, endeavor to provide greater 
access to senior leaders than previously, and offer 
their employees better internal customer service.

•	 HCL employees can post questions to the CEO, 
who is required to respond within a given period.  
The CEO typically spends one weekend day every 
week answering questions.  The company also 
has an automated on-line trouble-ticketing tool 
by which employees can raise issues related to 
their transactions with HR, Finance, IT, and other 
departments.

•	 PTC conducts a town-hall meeting, has an 
ethics hotline, publicizes internally the results 
of its employee-satisfaction survey, and 
publishes newsletters for different functions and 
geographies.

•	 Satyam has an interactive platform whereby 
employees throughout the organization can share 
perspectives and interact with company leaders.

•	 TCS has an on-line grievance portal through 
which employees can submit complaints for 
arbitration.  All involved parties receive one-on-
one feedback regarding grievances, 80 percent of 
which are resolved within thirty days.

•	 Genpact holds webchat Q&A sessions through 
which employees can interact with senior 
managers and conducts a monthly town-hall 

meeting at which managers provide business 
updates, review goals, and conduct a reward 
ceremony.

•	 Adobe randomly chooses ten to twelve employees 
at a time from all levels to participate in a weekly 
roundtable with the COO and HR.  The sessions 
are intended to give employees direct access to 
managers and to obtain employee feedback that 
can be used to improve organizational processes.  
All employees participate in one roundtable 
annually, and feedback from roundtables has 
been the basis for ongoing modifications to HR 
practices.

Employee engagement

A wide range of employee benefits, activities, and 
non-monetary rewards and recognition is used to 
enhance employee well-being, engagement, and 
commitment.  Flexible working arrangements, leave 
policies, and a policy of rehiring women who have 
taken leave are also more common than they were.

•	 HCL launched an “Employee First Customers 
Second” campaign several years ago, in the belief 
that empowering employees helps to engage them 
and create customer satisfaction; introduced a 
mechanism that allows for any employee to give 
feedback to senior leaders; and began making 
managers’ performance appraisals available on 
line through its intranet, including employee 
assessments of managers’ performance, strategic 
vision, ability to communicate, problem-solving 
skills, and responsiveness.

•	 NIIT has a policy to participate in points of 
celebration and grief of employees and gives 
employees days off on birthdays, provides 
dating allowances on anniversaries, and grants 
allowances for weddings and the birth of children.

•	 Dr. Reddy’s has dozens of individual and 
team-based awards that recognizes teamwork, 
innovation, institution-building, and social 
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engagement in addition to various aspects of high 
performance. 

•	 Convergys uses performance-based scheduling, 
in which high performers are rewarded with 
fulfillment of their work-schedule preferences.

Recognizing family ties’ importance and their role in 
career decision-making in India, companies have also 
developed many initiatives for employees’ parents, 
spouses, and children.  Most companies host special 
events like family days, when employee families are 
invited to visit firms and meet colleagues and senior 
managers.  They also offer a variety of family-oriented 
benefits.  

•	 GE Research, PTC, TCS, 24/7, and other 
companies offer insurance coverage for parents 
and siblings, whom employees often support 
financially.

•	 GE Research, Dr. Reddy’s, Mindtree, and several 
other companies provide day-care centers.

•	 Most large companies offer on-site healthcare.  
Some, such as Infosys, also offer preventive health 
programs, which include health-checkup camps, 
health-awareness sessions, counseling support, 
vaccination camps, and specialist consultations.



28

How the Disciple Became the Guru

Most of the companies we interviewed make 
substantial investments in order to provide 
continuing education for their employees and 
to build broader talent pools.  These initiatives 
involve extensive industrial–academic alliances 
with universities, colleges, training institutes, and 
high schools and collaboration and partnerships 
with governments, customers, and other industry 
members.  This is contributing to improving the 
quality of higher education and postgraduate training 
in India and to cultivating talent pools for the future.

Customized degree programs

Several companies have developed customized 
Indian and foreign university degree programs for 
employees, often facilitating application processes and 
hosting classes on site during weekends.  Examples 
were listed in previous sections of this paper.

Founding degree and training programs 

Some companies have funded the creation of degree 
programs and new educational institutions.

•	 Dr. Reddy’s partnered with the Birla Institute of 
Technology and Science to launch a Masters of 
Science program in Pharmaceutical Operations 
Management and Pharmaceutical Chemistry.

•	 Accenture partnered with XLRI, one of the 
oldest management institutes in India, to launch 
the Accenture & XLRI HR Academy, a training 
academy dedicated to human-capital management 
and development.

•	 Cadence partnered with University of California 
Extension, Santa Cruz (UCSC Extension) to 
launch a VLSI Finishing School program to create 
a design-aware talent pool.

•	 ICICI Prudential Life Insurance, in partnership 
with Institute of Insurance and Risk Management, 

Investing in education
launched a one-year program in Insurance 
and Risk Management.  The program provides 
graduates having less than eighteen months’ 
work experience with training in specialized 
subjects such as underwriting, claims, and risk 
management.

•	 ICICI Bank underwrote a 20 percent equity 
participation in the NIIT Institute of Finance 
Banking and Insurance in order to provide a 
six-month postgraduate course in finance and 
banking and has launched a one-year residential 
MBA program in banking and insurance that has 
enrolled 1000 graduates and expects to enroll 5000 
per year in five years.

•	 Genpact formed a joint venture to establish the 
NIIT Institute of Process Excellence to provide 
training in business process-related skills.

Campus outreach programs

Almost all interviewed companies engage in 
collaborations with higher-education institutions to 
improve university education to meet industry needs.

•	 TCS initiated its academic-interface program in 
1968 to build a pool of engineering talent.  The 
program, run jointly by the company’s human-
resource and corporate–social-responsibility 
departments, involves the company in developing 
and teaching custom-made curricula, leading 
student- and faculty-development workshops, 
and giving guest lectures.  TCS has also developed 
a comprehensive college- and university-
accreditation process that has become a proxy for 
government accreditation.  The company recruits 
only from the 269 schools that it has accredited.  
It provides these accredited institutions with six 
to ten training and development programs each 
year.  The company’s involvement with colleges 
has helped it to secure the right of first hirer at 94 
percent of its accredited institutions.
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•	 Infosys’s “campus connect” program brings faculty 
members from 470 of 1600 engineering colleges 
to its training institute six times each year for two-
week residential training programs and provides 
them with deployment guides to help improve 
curricula.  The company’s senior leaders also teach 
courses at several business schools.  Infosys is now 
partnering with the Indian government to set up 
finishing schools by providing its expertise and 
training resources.

•	  Satyam is helping 103 universities to train faculty 
members, align elective courses with industry 
needs, and implement e-learning infrastructure.

•	 ICICI Bank works with several universities to 
deliver a 300-hour postgraduate diploma in 
banking operations. The bank is also helping 
eighty business schools to develop financial and 
specialized banking courses, and supports faculty 
and student research.  

•	 ICICI Prudential provides faculty training, 
internships, and infrastructure support at fourteen 
business schools and fourteen universities, 
where it has established specialized programs in 
insurance management.

•	 Ranbaxy and Dr. Reddy’s work with several 
universities, where its senior scientists deliver 
lectures, and invites faculty and students to spend 
time in company labs.

•	 24/7 has partnerships with 200 colleges and even 
works with high schools to prepare students for 
the BPO industry.

Cross-industry initiatives 

Companies are engaged in numerous collaborative 
relationships with industry members and other 
partners to create talent pools.  

Industry associations such as NASSCOM have 
facilitated collaboration among industry members 
to invest in training and education and have worked 
with the Indian government to improve education.  
NASSCOM has also facilitated industrial–academic 
collaboration and has worked to develop standardized 
assessment criteria and certification for the BPO and 
IT-services sectors.

•	 Cadence helped set up the Indian Semiconductor 
Association (ISA) and hosts an on-line forum 
through which industry members can discuss 
strategic industry issues.  Industry collaboration 
through the ISA has resulted in the establishment 
of educational programs and outreach to 
engineering colleges to create a pool of design 
talent for the country.  Cadence provides 
discounted software and training to schools and 
start-ups in order to train engineers to use its 
tools.

 •	 Adobe provides training and curricular assistance 
to elementary and junior and senior high schools 
and has an alliance with NIIT to train 60,000 
students in web, mobile, and interactive-media 
design.
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During the 1970s and 1980s, the Japanese achieved 
major advances in manufacturing management that 
led to their rise as an economic power.  Western firms 
marveled at the Japanese economic miracle and the 
country’s new manufacturing skills and methods.  
The Japanese did it by studying, adopting, and 
eventually perfecting the best practices of Western 
companies.  We argue that at the beginning of the 21st 
century, India is achieving similar feats in workforce 
development.

Faced with severe talent shortages, escalating 
salaries, and a lagging education system, Indian 
industry had to build innovative and comprehensive 
approaches to workforce training and management.  
It started by adapting the best practices of the 
western companies outsourcing their research and 
development to India.  Then leading companies 
in diverse industries started improving on these 
techniques and methods; they refined and integrated 
them into a unified system.  Taken individually or in 
isolation, certain practices may seem commonplace 
or conventional.  Seen as part of a more integrated 
system, they become more than the sum of their 
parts and are able to realize significant advances in 
performance for their organizations.

Intense focus by senior corporate executives on 
implementing company-wide staff development 
initiatives caused dramatic improvements in 
productivity and performance.  Collaborations 
between industry and universities and between 
industry players facilitated industry-wide 
improvements in India.

Workforce development helps to explain, for 
example, how IT- and BPO-service firms have been 
able to increase billing rates and productivity levels 
and maintain high levels of growth and profitability 
despite skilled-talent shortages, rising salaries, falling 
exchange rates, and other challenges.  Employee 

Conclusion
development similarly explains how companies in 
India are able to hire bright but largely inexperienced 
talent to successfully engage in R&D and other 
innovative activities.  These training and development 
competencies represent a significant competitive 
advantage and a major facilitator of India’s ascent 
into higher value-added innovation-driven market 
segments.

In some regions of the U.S. with an absence 
of research universities, companies function as 
“surrogate universities” to create specialized labor 
pools and high-tech knowledge.1  In a similar way, 
leading companies in India are helping to create 
skilled labor pools and knowledge for a variety of 
industries.  They have created a surrogate education 
system. 

The Indian experience highlights what is 
achievable through investing in upgrading the skills 
of the existing workforce.  Indian companies have 
learned how to take the output of a weak education 
system and turn graduates into world-class engineers 
and scientists.  Imagine what could be done with 
a worker base that has received the high quality of 
education available in the United States.

U.S. companies have long played the guru, 
developing management and workforce practices 
and watching their widespread adoption.  Perhaps 
the time has come for the guru to learn from a 
disciple: India.  The achievements of companies in 
India show that employee investment, development, 
and empowerment are central and critical means to 
building and sustaining long-term competitiveness 
and innovative capacities in a global knowledge 
economy.  The U.S. can learn and incorporate 
these lessons from India as it rethinks how to train 
and develop its workforce to maintain its global 
competitive edge.

1	 Heike Meyer, “Taking Root in the Silicon Forest,” Journal of the American Planning Association Summer 2005, pp. 318–33.
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Accenture 

Industry:  Management Consulting; IT services and 
Outsourcing 
Description: Accenture is a global management 
consulting, technology services and outsourcing 
company. 
Revenues: $19.7 billion (FYE August 31, 2007)
Total employees: 175,000 (global), 37,000 (India)
New employees (FYE 31 Aug 2007): 20,000
Average employee age: 27 
Average age of first-line manager: 28
New employee training and development: 18 days
Average employee training and development: 10 days
Annual attrition rate (Accenture Global): 18%

Recruitment

Accenture entered India in 1987 with a small presence 
in high-end management consulting focused on the 
domestic market.  Following its IPO in 2001, it began 
to use Indian talent to provide global consulting and 
technology services and increased its staff from 250 to 
around 37,000 by the end of 2007.

Accenture found that traditional recruiting 
methods were unable to handle the large numbers of 
people it needed to hire, so it built a new recruitment 
system that resembled a production supply chain: it 
relied on a supply chain of candidate CVs that were 
processed to deliver new employees.

The model breaks the recruitment process 
down into four components: candidate acquisition, 
candidate management, capability enhancement, 
and recruitment.  Sourcing professionals use the best 
possible avenue based on their specialized knowledge. 
The candidate-management team is responsible only 
for interviewing candidates, not for acquiring them.

For campus recruitment, Accenture uses a 
number of programs to involve students, placement 
officers, and faculty members.  These include pre-
placement programs, teaser campaigns, guest lectures 
and seminars, sponsorship of technical events, 
and student-visit programs.  In 2007, the company 
launched an initiative to engage students in live 

consulting projects from the campus itself, so that 
they were able to work with Accenture professionals 
during the term as well as through term breaks.

To increase the number of women hired, the 
company runs guest lectures and engagement 
programs at women’s colleges, hosts a one-day event 
at the Accenture campus for women students, and 
provides bonuses for referrals of women and gifts for 
women walk-in applicants.

Training & development 

Entry-level technology recruits receive twelve 
weeks of training and work on projects initially by 
shadowing experienced employees on the job.  BPO 
recruits undergo seven weeks of training; consulting 
recruits receive four.

All Accenture employees undergo at least eighty 
hours of training each year and are assigned required 
and recommended courses with deadlines.

Each employee has a curriculum personalized 
from more than 100,000 classroom and on-line 
courses.  Employees can also engage in peer learning 
through participation in “communities of practice”: 
groups, which come together on line or face-to-
face to pursue a common interest.  Community 
members deepen their knowledge by interacting on 
a continuing basis to share knowledge and develop 
shared practices.  The company currently has seventy-
four active communities of practice.

Upgrading education

Accenture has a software-training and -certification 
program with MIT to train IT professionals with up 
to five years of experience.  For mid-level employees, 
the company offers study in a management academy 
run in collaboration with the Indian School of 
Business.  This helps develop industry and domain 
expertise, people and relationship management, 
technical capability, and skills related to service 
delivery.  The company also sponsors employees to 
attend management courses offered by institutes such 

Case studies — best-practice highlights
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as the Indian Institute of Management (Bangalore), 
Xavier Labour Relations Institute, and Narsee Monjee 
Institute of Management Studies.

To strengthen its human-resource expertise, the 
company partnered with XLRI, one of the oldest 
management institutes in India, to launch the 
Accenture & XLRI HR Academy, a training academy 
dedicated to human-capital management and 
development.

Managerial development

Accenture launched a program in leadership to 
develop senior managers’ skills in employee skill 
development and business operations.  Senior 
managers are offered a broad menu of study modes 
in global management, leading of virtual teams, 
coaching, communication, influencing, and other soft 
skills.  They make their own individual development 
plans and chart their progress on the basis of regularly 
conducted survey feedback.  Participants are also 
required to volunteer with an NGO; to complete self-
development programs; and to complete two 100-day 
“action learning projects” (one in the business they 
work in, and one spanning Accenture’s three business 
lines, on topics in their area of interest).

Career Management

Accenture provides a managerial or specialist career 
path in the technology and BPO businesses and 
creates opportunities for career advancement in 

these tracks, and every employee is assigned a career 
counselor to assist in integration, objective-setting, 
and career development.

Performance management 

Performance is measured not only on individual 
contribution but also on teamwork, people 
development, and the work’s long-term value.  
Accenture has defined competency standards for all 
career levels, including behavioral, technical, and 
functional competence, and employees are assessed 
on their ability to exhibit behaviors that enable them 
to handle typical role challenges.

Employee engagement & retention

Some senior executives from the company devote 
10 percent of their time to improving employee 
engagement in their teams, with the support of tools 
such as formal diversity and inclusion programs; 
“personal engagement lists” for employees; and 
periodic “team success surveys”, which are designed, 
in order to deal with local concerns, to assess a team’s 
engagement.
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Adobe India 

Industry:  Software development
Description:  Adobe Systems India was founded in 
1998 and is now the largest R&D center outside of the 
U.S. for Adobe, the second largest software company 
in the U.S, and producer of software for network 
publishing.
Total employees (FYE December 31, 2007): 1000 
(India), 7200 (global)
New employees (FYE December 31, 2007): 200
Average employee age: 27 years 
Average age of first-line manager: 33 years
New employee training and development: 10 days
Attrition rate: 10%

Recruitment

Adobe has tripled its Indian workforce from 400 in 
2006 to 1200 in 2008.  It follows a recruitment policy 
of hiring the brightest Indian engineering graduates 
who are internally motivated, self-learners, and 
able to work in the chaotic environment of product 
development.  

The company offers high-end salary packages 
in order to recruit experienced candidates and the 
best graduates.  It uses an in-house test to assess 
candidates’ analytical, computer-science, problem-
solving, and basic programming skills.

Training & development

Adobe India developed a 10-day formal training 
program for new college graduates, because the 
majority of its recruits were fresh college graduates.  
This program has since been adopted by Adobe 
U.S.  It extended the global company’s three-hour 
orientation program to a full day and added a three-
day program for new college graduates.  The new 
program includes either the India managing director 
or vice-president of engineering in every presentation.  
The company also maintained a classroom orientation 
instead of adopting on-line delivery methods, in 
order to engage and communicate with employees.  
To familiarize new recruits with Adobe’s online global 
content and other product technologies, the company 

made a review of this content a part of the formal 
training program.

During the first two to three months, new recruits 
are assigned small problems.  Managers spend several 
hours each week coaching new employees, providing 
feedback on specific tasks, and getting them settled 
in.  In addition, a buddy is assigned to each recruit.  
Employees receive three to four hours of technical 
coaching weekly.

Training in technical skills includes advanced 
concepts such as advanced programming, rich 
Internet applications, quality engineering, 
performance testing, and advanced test-case design.  
Soft-skills training includes people-development, 
communication, time-management, and presentation 
skills.  The company also runs innovation boot camps, 
and senior leaders hold monthly one-hour programs 
to familiarize employees with business-related 
company news.

Performance management 

A structured process is used to examine employee 
strengths, development needs, job requirements, 
and personal values.  Employees attend a workshop 
and prepare for development discussions with their 
managers on mapping career paths based on personal 
interests and values and growth opportunities within 
the company.

Managerial development

Adobe India has instituted a policy, unique to the 
Indian branch, of internal promotion.  As a result, of 
the positions filled at first-level manager and above in 
the past three years, only one or two have been filled 
with external candidates.

First-time managers and senior managers receive 
managerial training in setting goals, delegating, 
coaching and developing employees, rewarding 
and recognizing employees, making decisions, 
handling conflict, and managing change.  Employees 
participate in programs on business acumen and 
entrepreneurship development, which include seeding 
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an idea and taking it to the product level.  Executive 
development includes corporate-leadership programs, 
attendance at conferences, and cross-network 
learning from peer companies.

Employee engagement & retention

Adobe India holds weekly employee round-table 
discussions and randomly chooses ten to twelve 
people at all levels to meet with the COO and the 
HR head.  No topics are taboo.  The goal of the 
round-tables is to give employees access to managers 
and to obtain feedback that can be used to improve 
processes.  Virtually all employees participate in a 
round-table during the year.  One of the changes that 
resulted from round-table feedback was removal of 
the risks of intrapreneurship, by allowing employees 
to keep their titles during three- to six-month 
intrapraneurship projects.  Adobe holds a twice-
weekly forum at which employees present to the 
entire technical group information about what they 
are working on.

Upgrading education

The company found that half of its attrition occurred 
because employees left for higher education.  As 
a result, it began a part-time Masters of Science 
program with the University of Florida to allow 
employees to pursue higher education while working.  
It also provides tuition reimbursement for other 
studies.

Adobe has also engaged in several partnerships 
to create a pool of talent for the design, web, mobile, 
and interactive industries by training students on its 
tools.  It provides discounted software to universities, 
and recently commenced a partnership with NIIT to 
certify 60,000 students in its software tools by 2010.  
As part of its community-outreach activities, the 
company provides software, training, and curriculum 
assistance to grade-5-to-12 schools and has partnered 
with a local non-government organization to bring 
technology to children living in slums.
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Cadence Design Systems, India 

Industry:  Semiconductor / Software
Description:  Cadence Design Systems produces 
software-design tools for the semiconductor industry 
and has three R&D centers in India.  Cadence started 
its India operations in 1987 and was one of the 
pioneers of the electronic-design automation (EDA) 
industry in India. 
Total employees (FYE December 29, 2007): 5300 
(Global), 2600 (Global R&D), 900 (India R&D) 
Gross additions (FYE December 29, 2007):150
New employee training and development:  16 days
Average employee training and development: 4 days
Average employee age:  31.7 years
Average age of first-line manager: 37 years 
Annual attrition rate (FYE December 29, 2007): 10% 

Recruitment

Cadence India doubled its R&D staff during the past 
several years.  It has been adding close to 100 new 
hires at different levels of experience each year and 
plans to add 300 people in the next three years.  

Cadence began significant hiring in India, 
beginning in 1994.  At the time, there was very 
little talent in the industry, and 80 to 90 percent of 
the company’s recruits were hired from campuses.  
Recruitment strategies have shifted, in the last ten 
years, from hiring in large numbers to focused hiring 
of quality talent.

India continues to lack experienced engineers with 
niche skills, so Cadence hires mostly young engineers 
without EDA backgrounds and develops their skills 
internally.  As the quality of the overall engineering 
pool improved, the company shifted its focus to 
paying premium salaries for the best available raw 
talent.  The company hires for problem-solving skills, 
knowledge base, and drive rather than for specialized 
skills, and uses a series of tests that assess quantitative 
aptitude and general computer science and 
programming skills.  It has found that the resulting 
diversity of backgrounds has generated added benefits 
for the organization.

Training & development

When Cadence first began significant recruitment 
initiatives in 1994, it faced the challenge of training 
large numbers of campus recruits who comprised 
a significant portion of the company’s staff.  New 
recruits understood little about VLSI design, and 
large shortfalls existed between employees’ existing 
skills and those that were needed.  Cadence initially 
partnered with IIT Kanpur to provide training for 
employees, and all employees reported to the IIT 
campus for six weeks during summer vacation to 
attend a tailored program developed jointly.  Cadence 
has since brought more training in house and has 
reduced the proportion of training conducted by 
external trainers.  The company now conducts 80 
percent of its training through internal faculty and 
senior managers and supplements this with joint 
programs from IIT Delhi.

New recruits undergo a one-day classroom 
induction, which introduces them to the company 
and the industry, and then undertake 2½ weeks 
of domain- and function-specific training.  They 
are assigned mentors who help them navigate 
the organization’s systems and processes, allay 
apprehensions, share their networks to help them 
get settled and up to speed in the new job, and 
demonstrate Cadence values.

Because of the shortage of EDA talent, Cadence 
continually invests in advanced technical training for 
employees, and employees receive on average four 
days of technical training each year.  Organizational 
diagnostic surveys are used to identify key 
developmental needs in the organization.

The company’s “Leaders as Teachers” program was 
initiated in 1998, and all technical leaders with six or 
more years of experience are encouraged to spend 
up to 5 percent of their time, or about one week per 
year, in classroom teaching of employees.  As well as 
providing technical training, the teaching program 
encourages formal mentoring and helps to foster 
relationships between managers and employees.
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In addition to formal training, 15 to 20 percent of 
employees participate in special interest groups that 
meet for several hours every other week to discuss 
specific product or technical areas and involve 
self-study.  Managers also lead chalk talks, and the 
company hosts an internal technology conference 
each year that encourages employees, including senior 
leaders, to invest time in learning about technological 
and business trends.

Performance management 

Cadence India has an on-line talent-development 
system that integrates task evaluation, competency 
evaluation, and 360-degree feedback.  Every employee 
undergoes a 360-degree assessment, and there 
are clear definitions of competencies required at 
various stages, so that employees can plan for their 
personal and skill development.  They establish self-
development plans in conjunction with managers 
and human-resource staff and use them as the basis 
of career mapping.  Managers facilitate by making 
assignments and avenues available for growth and 
development on the basis of discussions with the 
employee.

Managerial development

Developing managerial talent is one of Cadence 
India’s primary challenges.  The company has a policy 
to cultivate internal talent.  More than four-fifths of its 
managers come from within the company.

Cadence also has leadership-development 
programs, both technical and managerial, focusing 
on promising young employees.  Managerial 
development is facilitated by various two- to four-
hour shared learning sessions led by senior leaders 
and including a maximum of fifteen managers.  The 
sessions provide forums for sharing and exchange 
between managers and for coaching and mentoring 
by senior leaders.   Laterally hired managerial recruits 
undergo a manager-induction program which 
provides a systematic overview of the organization.  
Prior to moving into managerial roles, employees are 
offered foundational training in managerial skills.  
There are continual leadership development programs 
for practicing managers.

Employee engagement & retention

Attrition at Cadence averages 10 percent and is 
highest in those with two to six years of experience, 
where growth in compensation and titles is fastest.  
Through the late 1990s, attrition averaged 25 percent, 
as many of the company’s best talent left for the 
U.S. for further education and work experience.  
Creating a culture of learning and providing high-
quality work and learning opportunities are Cadence 
India’s primary strategies for engaging employees.  
Teaching by senior managers, knowledge sharing, 
career mapping and development, continual training 
and development, and individual ownership of 
work facilitated by transparency in performance 
management and encouragement of patenting 
and writing papers all help to engage and retain 
employees.

As well, the company sponsors various community 
efforts (supporting orphanages and underprivileged 
children: the Make a Child Smile, or MACS, 
initiative) and extracurricular activities.

Upgrading education

Cadence India has played a central role in the creation 
of a talent pool for the semiconductor-design industry 
in India.  In the late 1990s, the company launched a 
partnership with IIT Kanpur and Kharagpur to train 
faculty and provide scholarships and software.  Since 
then, it has partnered with more than a hundred 
colleges to train trainers and provide students with 
hands-on experience in design, from conception to 
completion.

The company runs an on-line forum to facilitate 
communication on key issues (including talent 
shortages) in the electronic-design community and 
hosts an annual one-day event.  It also helped to 
found the Indian Semiconductor Association, in 
2005, and Jaswinder Ahuja, Managing Director for 
Cadence India, serves as Chairman of this association.  
It recently partnered with University of California 
Extension, Santa Cruz (UCSC Extension), to launch 
a VLSI Finishing School Program to create a design-
aware talent pool.
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Convergys India

Industry:  Business process outsourcing 
Description: Convergys, a U.S.-headquartered 
company, is a BPO firm with eighty-seven contact 
centers world wide.  Convergys began operations in 
India in 2001 and has nine centers in India.
Revenues (FYE 12/07): $2.8 billion
Total employees: 12,000 (India), 75,000+ (worldwide)
Average employee age:  25.8
Average age of first-line manager: 28.8
New employee training and development hours: Two 
weeks’ induction followed by one to seven weeks 

Recruitment

Convergys projects that its workforce in India will 
grow significantly in the next few years.  In order to 
realize rapid growth and avoid rising salaries and 
attrition, it expanded its recruitment to tier-II and 
-III cities.  It is also hiring more candidates with 
threshold academic performance who exhibit good 
communication, problem-solving, and listening 
skills along with sufficient focus, maturity, and work 
ethic, and launching part-time and work-from-home 
options and hiring non-traditional employees such as 
housewives.

Training & development

New recruits undergo two weeks of induction 
training, including cultural-communication and 
language skills, and one to seven weeks of process-
specific training.  Training includes cultural-
communication, team-leadership, Six Sigma, ethics, 
and soft skills.  Convergys’s learning system integrates 
instructor-led training, e-learning, simulation, 
coaching, and feedback from the field.

Domain experts are assigned to lead specific 
practice areas.  Practice areas publish job instructions 
and conduct reviews with teams at each stage of 
employee development.

Performance management 

Convergys employees have scorecards that drive 
performance and provide different levels of incentive 
pay.  Agent and Team Leader incentives based on 

scorecard performance are paid monthly.  Others, 
depending on the position, are paid quarterly or 
annually.

Managerial development

Team-leadership training emphasizes coaching and 
communication skills.  High performers identified as 
future leaders participate in the global managerial-
development program, held in Cincinnati.  As part of 
its retention strategy, Convergys in India developed 
an in-house educational initiative that prepares 
employees for advanced career opportunities within 
the company.  This program has since been launched 
globally.

In 2007, the company promoted 20 percent of its 
10,000 entry-level (less than one year) employees.

Employee engagement & retention

The company developed an early-warning system that 
gauges fifty quantitative and qualitative predictors 
of attrition, including declining or fluctuating 
productivity, increased absenteeism or tardiness, 
rejections for internal job postings, drops in call 
quality, drops in voice tone on calls, increased off-
phone time, and visible signs of frustration.  Team 
members enter qualitative information on a weekly 
basis, and agents are flagged with red, yellow, and 
green indicators.  Intervention activities are planned 
for yellow-flagged agents; for red-flagged agents, 
immediate interventions are taken by the team leader, 
operations manager, and human-resources personnel.  
This system has since been implemented globally, 
reducing annual attrition by 15 to 25 percent.

Convergys also awards high performance, through 
tuition reimbursement and granting of scheduling 
preferences.  Flex-time options aim to attract and 
retain women with children.  As do most leading 
BPOs, the company also provides free transport, 
subsidized meals, and family-insurance coverage.

An employee hotline enables employees to 
communicate directly with senior managers.

The company has allowed one hundred employees 
to realize alternative careers with its clients.
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Dr. Reddy’s Laboratories 

Industry	: Pharmaceuticals
Description: Founded in 1984 by Dr.K Anji Reddy, 
Dr. Reddy’s Laboratories is a global pharmaceutical 
company with a presence in more than one hundred 
countries.

Details
FYE  31st March, 2008
Revenues: $1250 million
Total Employees: 9020
New Employees: 1602
Average age of employees: 31
Average age of first-line manager: 29
Average employee training and development hours: 
86.8 
Annual attrition rate: 17.2%

Recruitment

Dr. Reddy’s estimates of its annual manpower 
requirement flow from its Business Planning Process 
and its five-year strategic plan.  The company uses 
a variety of means to recruit employees, including 
referrals, internal job postings, external consultants, 
industry and academic events, job fairs, newspaper 
advertisements, job portals, its web site, walk-ins, and 
campus, internship, and alumni programs.  

Its referral program accounts for 26 percent of 
recruits and offers employees bonuses of at least 
$3000 for successful placement of recruits.  As well 
as hosting thirty interns from college campuses each 
year, Dr. Reddy’s has a project-internship program, 
through which it gives business-relevant short-term 
projects to students.  The majority of its recruits (83 
percent) have industry experience.

PhDs and technical candidates are required to 
make presentations in specific areas to a panel of 
interviewers.  Psychometric evaluations are often used 
to assess candidates at the senior level.

Training & development

Since the bulk of the company’s new employees 
already have extensive industry experience, induction 
is staggered over time as new recruits join.  Induction 

includes an overview of the company, plant and 
facility visits, relevant training, and a meeting with 
the CEO and other senior executives.

After the induction program, management 
graduates complete a cross-functional project that 
they present to senior managers before taking on new 
assignments.

New employees are assigned a buddy for three 
months to help them integrate into the company.  As 
well as through feedback solicited from new recruits 
following the induction program, employee first 
impressions and expectations are assessed through 
team poster presentations.  The satisfaction of new 
recruits is gauged through feedback from buddies 
after 30 days, employee feedback after 60 days, and a 
discussion with both buddies and employees after 90 
days.

Dr. Reddy’s has a dedicated learning center that 
runs various technical and soft-skill training modules 
for employees as well as extracurricular courses 
for employees and family members.  It monitors 
training effectiveness through employee debriefs with 
managers, manager feedback, and skill assessments 
after a specified period.  In addition to formal 
training, extensive coaching, and on-the-job training, 
the company uses informal experience sharing, 
computer-based training, and self-learning.

Performance management 

Employees are required to set functional, project, 
and development goals through discussions with 
managers.  360-degree performance reviews are 
conducted bi-annually, are based on a Balance 
Scorecard approach, and emphasize team as well 
as individual performance.  Year-end performance 
reviews include employee self-appraisals and 
assessment of developmental needs as well as 
assessment by supervisors.

A committee reviews each employee’s 
performance ratings, and employees are required to 
agree or file a grievance regarding their performance 
ratings.  Performance reviews are tied to training 
and development, succession planning, leadership 
development, promotion, and compensation.
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Compensation levels are determined through 
biannual benchmarking studies.  In addition 
to monetary rewards, Dr. Reddy’s recognizes 
individual and team performance as well as team and 
organizational service through a variety of awards 
celebrated annually.

Managerial development

Dr. Reddy’s adheres to a promote-from-within 
policy, and employees are given preference in filling 
any vacant positions.  A talent-management board 
identifies potential successors for critical positions 
in all business units.  High-potential employees, 
identified through the company’s performance-
management system, are gauged on nine leadership 
skills.

Employees participate in a career-design workshop 
that includes a variety of self-assessment tools such 
as psychometric tests and exercises.  High-potential 
ones are groomed for leadership positions through 
in-house training programs, approved external 
programs, coaching, career counseling, meetings with 
those two organizational levels higher, job rotations 
and enrichment, and training.

Employee engagement & retention

The human-resource function has two groups that 
work on organization-wide initiatives and another 
that works directly with each of the business groups.  

Dr. Reddy’s uses extensive structured coaching to 
encourage continual dialogue between managers and 
employees to enhance employee engagement.  As well, 
the company has a formal system in which senior 
managers mentor employees and job mentors serve as 
mentors in plants.

Other communication channels include a 
corporate intranet, sessions with senior management, 
meetings with HR representatives, and newsletters.  
It also conducts an annual organizational-climate 
survey and solicits employee suggestions through 
opinion surveys, focus groups, an intranet, suggestion 
boxes, manager open-house sessions and town-hall 
meetings.

The company offers tuition reimbursement, hosts 
a day-care center, offers a variety of preventive-
medicine programs, and holds employee and family 
events.

Upgrading education

In 2006, the company launched Masters in Science 
programs in pharmacy and in pharmaceutical 
chemistry in association with Birla Institute of 
Technology and Science, Pilani.  It also runs an on-
line MBA program in pharmaceutical management 
through Narsee Monjee Institute of Management 
Studies, Mumbai, and a certification program in 
clinical research in collaboration with Institute of 
Clinical Research (India).
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Evalueserve

Industry:  Knowledge-process outsourcing services
Description: Evalueserve provides business research, 
investment research and analytics, intellectual 
property and legal services, and marketing and sales 
support.  
Total employees (Q1 March 31, 2008): 2205 (total), 
1900 (India), 375 (Shanghai, Chile, Romania)
Net employee growth (LTM January 1, 2008): 728 (52 
percent)
Average employee age:  26
Average age of first-line manager: 28
New employee training and development: 40 days
Total training and development expenditures: 8 to 9 
percent of revenue
Annual attrition rate: 27.7%

Recruitment

Evalueserve hires engineers, technologists, MBAs, 
lawyers, chartered accountants, and PhDs from 120 
different campuses.  Seventy percent of its recruits 
are recent graduates with less than three years 
of experience.  Recruitment is done via referral 
programs, an online portal, alumni sites, blogs, 
and networking sites.  To expand the hiring pool, 
Evaluserve has begun hiring graduates from related 
domains; from tier-II, -III, and -IV cities; and 
internationally.

The company uses on-line testing to assess 
logical ability, analytical skills, verbal reasoning, and 
domain knowledge; and domain-specific interviews, 
situational case studies, and panel interviews to 
evaluate overall fit.

Training & development

New-recruit training includes twenty-eight hours of 
corporate orientation followed by two to three weeks 
of group-specific training.  After initial training, new 
employees receive two weeks of on-the-job coaching 
by a senior team member and then regular reviews 
every three to four days.  In their first six months on 
the job, new employees are required to complete an 
average of forty-five hours of “e-learning”.

Evalueserve has nine full-time HR coordinators 
and trainers.  More than 95 percent of training is 
conducted internally.  Employees undergo a biannual 
training-needs analysis as part of their performance-
appraisal process.  They are trained in marketing-
strategy basics, problem solving, report writing, 
interviewing, and finance.  Domain-specific training 
covers the core subject and business areas; e.g., in 
the pharmaceutical sector, the program can be on 
emerging technologies in medical devices; and, in the 
health sector, on insurance trends.

The company has one hundred classroom and 
300 on-line training programs.  It has a sophisticated 
on-line knowledge-management system that 
incorporates lessons from previous projects.  Methods 
such as experiential learning, games, case studies, 
and training and feedback through audio and video 
recordings are used to deliver classroom training.  
Employees are given mandatory on-line modules to 
be completed in a stipulated period.  Basic domain 
knowledge and regular training requirements are 
disseminated through the “e-learning” platform.

Employees also receive extensive on-the-
job training and coaching by managers through 
knowledge-sharing sessions, performance-feedback 
discussions, and formal mentoring sessions.  To help 
develop new business ideas, the company holds an 
annual knowledge competition for employees.

Performance management 

Evalueserve’s biannual appraisals are 360-degree 
reviews.  Managers are measured via client feedback, 
productivity, team attrition, and feedback from five 
to seven subordinates, peers, and senior managers.  
Employees receive feedback and ratings after each 
project, which typically lasts from one to eight weeks.  
All feedback and ratings are posted on line through 
an internally developed software tool, and employees 
must accept or challenge ratings.  After each project, 
employees have feedback sessions with project 
managers to discuss their ratings.  Final ratings at 
the end of the year are a composite of project ratings 
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and feedback, and influence compensation and 
training.  Employees’ training needs are reviewed, and 
an immediate development plan is posted on line, 
including an e-learning schedule.  Low performers are 
given a formal letter, a specific development plan, and 
one month to improve.

Employees are assigned a career manager, who 
conducts formal discussions on a quarterly basis 
and informal discussions at any time, summarizes 
performance appraisals, leads review meetings, 
helps formulate development plans, and provides 
mentoring.

Managerial development

Leadership training is provided on a regular basis, and 
focuses on people development, project management, 
and communication.  Senior executives, including 
the chairman, CEO, and COO, are directly involved 
in group training of general managers and one-to-
one coaching of senior managers.  The company has 

created functional and managerial career paths and 
adheres to a strategy of cultivating in-house talent.  Of 
Evalueserve’s managers, 70 to 75 percent are recruited 
internally.

Employee engagement & retention

Job rotation, coaching and mentoring, a transparent 
performance-management system, and a promote-
from-within policy all aim to reduce attrition.  
Employees are given an opportunity to move among 
products, and rotate on average every year to year 
and a half, when they are retrained on new products 
and processes.  The company also promotes high-
performing talent quickly.  

HR and project managers hold periodic sessions 
with employees to hear concerns or grievances and 
receive feedback.  The company has implemented 
flexible hours, is opening a childcare center, provides 
exercise facilities, and hosts various sporting and 
cultural events.
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Genpact 

Industry:  Business Process Outsourcing 
Description: Genpact began in 1997 as the BPO 
operation of GE Capital.  It was spun off in 2005 and 
went public in 2007.  The company is now the largest 
BPO in India and also has operations in China, the 
Philippines, Romania, Hungary, and Mexico.
Revenues (FYE 12/31/07): $823 million
Total employees: 33,000
New employees: 12,000
Average employee age:  27
Average age of first-line manager: 29
New employee training and development: 25 days
Average employee training and development:  10 days
Total training and development expenditures: $12 
million
Annual attrition rate (FYE 05/08): 25 percent

Recruitment

Genpact hired 12,000 employees in 2007 and plans to 
hire an additional 14,000 in 2008.  Its key recruitment 
challenges lie in finding suitably talented recruits for 
whom the job is aspiration, and in battling salary 
inflation.

Genpact conducts monthly forecasting of talent 
needs by location, skill type, and customer for the 
following six months.  It also measures recruitment 
and training yields, cycle times, candidate quality, 
service-delivery defects, and on-time deliveries in 
recruitment.

In order to increase its recruitment base 
and reduce attrition, the company has targeted 
recruitment at tier-II, tier-III, and recently tier-IV 
towns.  It also began recruiting retired bank clerks 
and housewives in 2004.  Its recent growth into end-
to-end business-service outsourcing has also led to 
increased hiring of specialized graduates, including 
MBAs and CPAs.

A quarter of the company’s hiring occurs through 
twenty-two branded storefronts, and one third is done 
through employee-referral programs.  The company 
uses various means to enhance its recruitment brand, 

including print, outdoor, radio, site, and storefront 
advertising; job fairs; and job portals.

Genpact aims to develop rather than hire talent.  
It uses domain-knowledge tests; panel interviews; 
and on-line standardized tests, including spoken-
English assessments.  Its new test for language-
learning ability and creativity is used to identify 
candidates who fail the English assessment but have 
high learning capabilities and can, through additional 
training, obtain threshold language skills.  This exam 
has enabled a significant increase in the company’s 
recruitment rate.

Training & development

Genpact’s training academy has 230 process 
trainers, seventy voice trainers, an on-line learning 
management system, and a residential training center 
with ten classrooms and one hundred dormitory 
rooms.  The academy runs a six- to eight-week course 
for candidates with borderline skills.  This academy 
is the lead corporate partner with an institute that 
offers six-month bridge courses in tier-II cities.  The 
company has hired 3800 employees through this 
bridge course, which has a greater than 65 percent 
conversion rate.  

New recruits undergo a three-week training 
program that costs the company $1200 to $2000 per 
employee.  Employees receive one week of training a 
year on a continual basis.  

Forty percent of Genpact’s training is delivered 
through a collection of more than 400 “e-learning” 
courses.  Training includes domain-expertise 
certification, soft-skills and management, and 
process-quality improvement.

The company started a program in 2005 for 
undergraduate students, who undergo six weeks of 
training and work three days a week for a salary and 
50 percent tuition support.  In 2006, the company 
launched a program to train BPO workers to take on 
roles in the company’s growing analytics and ITO 
domains.  It also developed a customized executive-
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education program in partnership with Duke 
University, in which 300 participated in 2007.

Performance management 

A comprehensive on-line HR system launched in 
2007 integrates goal setting, appraisals, development 
planning, and a system of 360-degree feedback.  
Employees set individual goals based on the 
organization’s goals and input them into the system 
within 60 days of joining and every January thereafter.

Annual performance reviews are used to identify 
individual training needs and for succession planning.  
The CEO and senior business leaders spend at least 
a week every year identifying top talent, reviewing 
succession plans, and ensuring low attrition through 
internal opportunities.

In June 2008, Genpact formed a joint venture to 
establish the NIIT Institute of Process Excellence, 
which provides training in India, China, and the 
Philippines in skills related to business processes.

Managerial development

Genpact has a policy of cultivating talent internally.  
Three quarters of the roles at the AVP level and above 
were filled internally in 2007, an increase from one 
quarter in 2006.  The target is for 80 percent of all new 
management roles to be staffed internally, and for one 
in every three employees to be promoted each year.

The company runs fifteen- to eighteen-month 
programs in business leadership, operations, HR, 
finance, and information management for managers.  
These programs include training in domain 
excellence, leadership, business operations, and 
quality processes.  A ten-day executive-leadership 
program for VPs includes modules on strategy, 
customer focus, leadership, talent management, and 
finance.

Employee engagement & retention

Genpact has successfully reduced annual attrition 
from 38 percent in 2004 to 25 percent in 2008, 
second-lowest in the industry.  It adopted a Six 
Sigma–based approach to managing attrition, 

including collection and analysis of hiring and exit 
data and meetings with people two organizational 
levels higher.

The company identified key patterns and causes of 
attrition.  These include higher attrition of new and 
overqualified employees; high early attrition due to 
overly high employee expectations; attrition of those 
at the company between eighteen and thirty months, 
due to growth ambitions and needs for visibility 
in career options, transparency in performance 
management, and educational opportunities; and the 
important role of supervisors in attrition.

In response, the company initiated pre-hire 
orientation to deglamorize work by reviewing 
schedules, roles, and assignments.  This program 
resulted in a 5 to 10 percent dropout prior to joining.

As well, the company implemented a buddy 
program that provides mentoring for the first three 
months of a new recruit’s tenure; monthly feedback 
sessions with supervisors; daily tracking of attrition, 
broken down by business unit; and an early-warning 
system that flags employees with a high probability 
of quitting.  It also mapped career paths more clearly 
and launched web chats, monthly all-associate 
town-hall meetings with senior business leaders, 
and monthly manager meetings to provide business 
overviews and review goals and strategies.

Genpact offers work from home and flexible work 
hours and celebrates employees’ first day on the job, 
birthdays, promotions, and family days.

Upgrading education

Genpact has arrangements with several universities 
to provide continuing education for employees and 
currently has 5600 employees enrolled in MBA, 
language, and domain-expertise certification courses.  
Annual attrition is 13 percent of those who are 
enrolled in education programs and 29 percent of 
those who are not.  

The company also entered into arrangements with 
twenty colleges to introduce BPO-related curricula in 
2006, and has set up career desks to spread awareness 
of the BPO industry on campuses.
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GE Research India

Industry: Technology Research and Development 
Description: Set up in 1999, GE’s John F Welch 
Technology Centre, Bangalore (India), is GE’s largest 
R&D Centre outside the U.S.
Total employees: ~3700 in JFWTC, 400 in GE 
Global Research (including Enabling Functions) The 
remaining data below is only for GE Global Research, 
Bangalore.
Average employee age: 33
Average age of first-line manager: 41
2008 YTD attrition rate as of end June 2008: 7.1%

Recruitment 

GE has five technology centers in India (the largest 
being the John F. Welch Technology Centre (JFWTC) 
at Bangalore), which employ more than 4300 
employees and are slated to grow to 7000 employees 
by 2010.  The JFWTC employs 3700 engineers, 
scientists, and researchers.  Forty percent of GE 
Research’s employees in India hold PhDs, and a third 
are returnees who have been educated in or have 
worked overseas.

GE was one of the earliest corporations to set up a 
full-fledged R&D facility in Bangalore and has always 
attracted India’s top engineers and technologists.  
As additional companies set up R&D facilities in 
Bangalore, though, retaining and growing talent has 
become a big challenge for the company.

About 35 percent of GE Research’s employees are 
hired through referrals and employees.

Training & development

GE Research India starts the training and mentoring 
process thirty days before a recruit starts work, and 
continues for 60 days after hire.  The new employee is 
connected with a “buddy”, who is typically someone 
in the group that the new employee will work in, who 
provides advice and guidance.

GE Research uses a GE global curriculum for 
leadership and professional skills courses.  The 
company also reimburses 85 percent of employees’ 
costs in pursuing Masters or PhD degrees or other 
relevant certificate programs at select universities.  To 
facilitate this, the company has formal arrangements 

with various Indian and international universities.
A technical-training council comprising key 

technologists from various GE businesses focuses on 
developing training material related to key technology 
disciplines.

Performance management

GE’s skill-development and performance-
management systems have always been amongst 
the best in the world.  But as part of its retention 
efforts in India, GE Research India had to refine the 
global performance-management system to provide 
clearer performance measures and thus improve 
understanding of success factors in the company.  
It also enhanced its training, in order to improve 
employees’ understanding of GE Research’s HR 
processes.

Managerial development

During the past several years, GE Research India 
has placed a greater focus on cultivating talent in 
house.  As part of this push, the center offers extensive 
courses on coaching and managerial effectiveness.  
It has also implemented a formal mentoring system 
and created a drive for senior managers to serve as 
mentors to whom employees can sound out ideas.

To identify and cultivate emerging talent, the 
company developed a leadership-development forum 
in which its leaders facilitate three month-long series 
of weekly sessions with groups of managers to discuss 
and learn best practices on site.  New managers go 
through several orientation programs to help them 
assimilate faster into their teams.

Employee engagement & retention

The company’s analysis found that attrition risk was 
highest in the first one to three years of an employee’s 
tenure and that it reduced considerably with tenure.  
The company responded by providing younger 
employees with mentoring, career planning, and 
opportunities for higher education.  

GE Research has also increased its focus on 
diversity hiring, by adopting women’s engineering 
colleges and inviting applications from women who 
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have taken career breaks.  This is supported by such 
initiatives as work–life–flexibility options, a day-care 
centre, relaxation rooms, and part-time or work-
from-home options.

The company created a technical-career path as 
an alternative to its managerial one.  It was the first 
in Asia to appoint a chief scientist, one of the senior 
most technical members of the company.

The Centre hosts various sports and 
extracurricular activities, provides subsidized meals 
and transportation, and has developed initiatives to 
reach out to employees’ families through scholarships 
for children, family days, long-service awards, 
hospitalization-insurance cover for dependent 
parents, team-building exercises, off-site visits, 
birthday celebrations, various other events and 
competitions, and a club by which new employees can 
build networks and relationships and facilitate their 
assimilation into the company.

Upgrading education

GE Global Research India has strong relationships 
with forty top and second-tier technology schools 
throughout India.  A full-time person (who herself 
is a PhD) manages these relationships along with 
forty employees who maintain regular contact with 
the schools.  The company jointly publishes papers in 
technical journals and sponsors research and reverse 
sabbaticals (professors coming to GE for two or three 
months).  It also provides scholarships for students, 
including a special program for women engineering 
students.

As well, GE India has partnerships with many 
schools, including Indian Institute of Science (IISc) 
Bangalore, various Indian institutes of technology 
(IITs), Georgia Tech and Purdue University in the 
U.S., and Eindhoven in The Netherlands, through 
which employees can pursue Msc or PhD degrees.
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HCL Technologies 

Industry:  IT Services
Description: HCL Technologies was founded in 1998 
and provides IT, engineering, R&D, and BPO services.
Revenues (March 31, 2008): $1.8 billion
Total employees (March 31, 2008): 49,802
New employees : 1848
Average employee age:  27
Average age of first-line manager: 25 and 27
New employee training and development: 60 to 90 
days
Average employee training and development: 10 days
Annual attrition rate (FYE March 31, 2008): 15%

Recruitment

HCL Technologies conducts most of its recruitment 
on campuses and aims to have 30 percent of recruits 
come from science colleges.  It has also recruited 
women’s engineering colleges’ graduates to increase 
the number of women in its workforce.  The company 
recently launched a program to hire unemployed 
engineering graduates, providing three to twelve 
months of training on a stipend in order to make 
them employable.

Sixty percent of HCL’s off-campus recruitment 
occurs via job portals, and advertising.  Nearly a 
quarter is through employee referrals.  The balance, 
via a dedicated recruiter team, through blogs and 
networking sites such as LinkedIn and Facebook.

Training & development

HCL’s training and development team is named 
“Talent Transformation and Intrapreneurship 
Development”.  Employees are encouraged to be 
intrapreneurs, and this is the focus of HCL’s training 
and development.

The company has a 70/20/10 model of training: 
aiming to have 70 percent occur on the job, 20 
percent through coaching and mentoring, and 10 
percent through formal training.  Its Leaders Teach 
program aims to reduce reliance on external trainers 
by encouraging 1600 managers to participate in 
training.  Managers are coached in the skill of training 
and are rewarded for their efforts and time, which is 
over and above their normal daily work.  

New recruits undergo a sixty- to ninety-day 
training program that integrates behavioral skills 
with technical, business, and domain knowledge and 
includes sessions on the organization’s culture, values, 
and ethical standards.  Recruits are then allotted to 
projects and undergo on-the-job training.

Employees receive approximately two weeks of 
training and development each year.

HCL’s education center has a staff of 150, 
who deliver training in technical and soft skills, 
managerial development, technology leadership, and 
leadership development programs based on twenty-
five competencies outlined by the Gartner model.  
The company administers pop quizzes to randomly 
selected employees after they have received training.  
One fifth typically fail and are required to take 
training again.

Performance management 

HCL’s 360-degree feedback system places an emphasis 
on identification of developmental needs; goal 
setting; and career planning, as well as performance 
assessment and rewards.  Performance evaluations 
are used to determine salaries for only the top 15 
percent of performers, and all other employees receive 
fixed salaries.  HCL Technologies also provides self-
evaluation tools with which employees can assess 
their strengths and interests.  In addition to monetary 
rewards, HCL Technologies provides non-monetary 
rewards including thank-you cards and recognition 
letters.

Managerial development

HCL Technologies promotes more than a quarter of 
its employees each year, and last year 3500 employees 
became first-time managers (1800 of them with 
actual team-management responsibilities).  It uses 
360-degree feedback, psychometric assessments, 
talent-assessment interviews by certified coaches, 
past performance records, and critical-incident 
summaries to identify leadership talent.  Individual 
career planning, succession planning, and 
leadership development are tightly linked within the 
organization.  
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HCL Technologies runs a program for first-time 
managers, to impart techniques and methods by 
which to develop as better leaders.  This program is 
available at the next level for managers who need a 
refresher.

Mentors are appointed for groups of five to eight 
employees, who hold discussions twice a week.  
Various managers at the level of general manager and 
above are required to attend a two-day mentoring 
program and then to spend 10 to 20 percent of their 
time mentoring in this fashion.  As well, mentors are 
required to coach twenty-two to twenty-five people 
and to meet them for a minimum of 200 hours (five 
weeks) in an eighteen-month period.  Twenty-two 
Master-level coaches are qualified to train other 
coaches, and formalized coaching and mentoring are 
supplemented by classroom training in managerial 
skills and career mapping and by job rotations.

Employee engagement & retention

HCL Technologies has reduced its annual attrition 
rate every quarter from three years ago, when the 
rate was more than 20 percent, to its current level of 
around 12 percent.

The company launched an “Employee First 
Customers Second” campaign several years ago, in the 
belief that empowering employees helps engage them 
and satisfy customers.  It introduced a mechanism 
by which any employee can give feedback to senior 
leaders and began making managers’ performance 
appraisals available on line through its intranet, 
including employee assessments of managerial 
performance, strategic vision, ability to communicate, 
problem-solving skills, and responsiveness.

HCL employees can post questions to the CEO, 
who is required to respond within a given period 

and typically spends one weekend day every week 
answering questions.  The company also has an 
automated on-line trouble-ticketing tool by which 
employees can raise issues related to their transactions 
with HR, Finance, IT, and other departments.  A 
sub-portal allows employees to post feedback and 
suggestions.

 An annual organizational survey and weekly 
polls are used to solicit employee feedback on 
organizational issues, the results of which are openly 
shared on line.  In addition, the company hosts 
a variety of preventative health and innovation 
initiatives and events and activities for employees 
and their families, including programs for children, 
celebration of birthdays and promotions, yoga classes, 
and an employee-relief fund.

Upgrading education

HCL Technologies sponsors a variety of technical and 
domain-specific certifications for its employees.  It 
also hosts an on-site MBA program in conjunction 
with Harvard Business School, Ken Blanchard 
Leadership School, and U21 Global, and recently 
launched a program for final-year engineering 
students at six colleges, including several women’s 
colleges.

The company is setting up technology labs 
and training faculty and developing curricula in 
soft skills, communication skills, etiquette and 
cultural sensitivity, and behavioral skills to increase 
employability of graduates and to provide a pool of 
talent for the company.  It has set up on-line systems 
by which employees can manage their learning 
programs, participate in company discussions and 
blogs, and access virtual books.
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ICICI Bank 

Industry: Financial Services
Description: Founded in 1994, ICICI Bank is India’s 
second-largest bank and the largest private bank, with 
assets of $96 billion, 955 branches, and 3687 ATMs in 
India, and a presence in eighteen countries.
Profit after Tax (FYE March 31, 2008): $1 billion
Total employees: 40,000
New employees (FYE 2008): 15,000–16,000
Annual attrition rate: 20% to 25%

Recruitment

The deregulation of the Indian financial services 
industry in 2000 led to rapid growth and fierce 
competition for talent.  Attrition rates in this industry 
have exceeded 25 percent.

The bank has had to develop new recruitment 
methods and expand its recruiting base to tier-II 
and tier-III cities.  It has set up recruitment kiosks 
inside retail banking branches where résumés 
and applications can be submitted and interviews 
held.  Remote recruitment occurs via audiovisual 
recording and teleconferencing facilities, installed in 
on-site interview cubicles.  The company also has an 
inbound-call desk and on-line application forms to 
support remote recruitment.

An increased strategic focus on rural services 
led to a de-emphasis of English and social skills as 
primary recruitment criteria.  Recruitment now 
focuses on English comprehension rather than 
English competency and behavioral and intellectual 
rather than functional competency.

Eighty percent of recruits at ICICI Bank have non-
banking backgrounds.

Training & development

ICICI Bank runs six four-week business-specific 
induction programs that include basic training in 
etiquette, sales, credit, operations, and collections; 
business-specific product and process knowledge; 
practical application of classroom learning, including 
live projects, assignments, and on-the-job-training; 
and certification based on project assessments and 
tests.

 Content is delivered through a blend of 
lectures, role-plays, problem-solving, quizzes, group 
presentations, “e-learning”, game-based learning, 
and immersive simulations.  The aim of the training 
program is to enable new recruits to contribute from 
the day they join a business group.

The company introduced game technology as an 
integral part of its induction program.  It uses four 
on-line games to train new recruits in customer 
scenarios, including queue management, check 
clearance, check payment, and savings-account 
deposition.  Recruits win prizes by learning to 
provide timely services and resolve issues.  Gaming 
simulation also provides the opportunity to assess 
skills and performance before employees engage 
with customers.  This resulted in tangible reduction 
in error rates and improvement in productivity.  The 
bank is also in the process of developing a bank-
branch simulator.  It will recreate all the functions of 
managing a branch, and all new recruits will use it for 
one day before facing customers.

Junior employees receive ten to twelve days of 
technical training per year, including four days of 
“e-learning”.  The company delivers 150,000 employee 
days of training through e-learning each year; 2000 
employees undertake e-learning modules each day.

Performance management and Managerial 
development

Performance reviews use 360-degree feedback. They 
are used to identify those with leadership talent, who 
are then interviewed by HR managers to develop a 
one-page profile.  Seven- to nine-member panels, 
drawn from throughout the organization, review 
performance and profile data and classify managers 
as A, B, or C talent, signifying the amount of time 
they’re expected to require in further preparation 
before being able to fill senior managerial roles.

Upgrading education

ICICI Bank has worked with eighty business schools 
to develop specialized banking courses and with 
several universities to train faculty members and 
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develop a 300-hour postgraduate diploma in banking.  
It also endows professorial chairs, runs case-study 
competitions, and supports faculty and student 
research on banking and financial services.

The company developed a residential MBA 
vocational program in banking and insurance in 
Hyderabad and Bangalore that it runs in tier-II and 
-III cities.  This provides nine months of classroom 
training and a three-month internship.  The program 
accepted 1000 of 80,000 applicants for 2008 and 

expects to offer 5000 seats per year by 2012.
ICICI Bank underwrote a 20 percent equity 

participation in the NIIT Institute of Finance Banking 
and Insurance in order to provide a six-month 
postgraduate course in finance and banking and 
has launched a one-year residential MBA program 
in banking and insurance that has enrolled 1000 
graduates and expects to enroll 5000 per year in five 
years.
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ICICI Prudential Life Insurance (ICICI 
Prudential)

Industry: Financial Services
Description: Launched in 2000, ICICI Prudential is 
a joint venture between ICICI Bank and Prudential 
and is the largest private life insurer in India, with a 
distribution reach of 2029 branches and an advisor 
base of 275,000 advisors as of June 30, 2008.
Revenues: $3.4 billion in FY 2007–08
Total employees: 28,000 full-time employees as on 
June 30, 2008 with 15,000 new employees in FY 
2007–08
Average employee age:  28
Average age of first-line manager: 28
New employee training and development mandays: 
12 to 16 days
Existing employee training and development 
mandays: 6 to 8 days
Total training and development expenditure: $16 
million on advisors and $18 million on employees in 
FY 2007–08

Recruitment

ICICI Prudential has grown to 28,000 employees 
in eight years of operation.  The deregulation of the 
financial-services industry in 2000 and entry of new 
players has led to rapid growth and fierce competition 
for talent in the insurance sector.

At both ICICI Bank and ICICI Prudential, an 
increased strategic focus on rural services and 
escalating competition for talent have led to a shift 
away from hiring in urban areas to hiring in semi-
urban and rural India. There had been a mindset 
that “talent” meant English-language skills and social 
skills, and this understanding was used as a primary 
recruitment criterion.  Recruitment now focuses 
on English comprehension rather than English 
competency and on behavioral and intellectual 
rather than functional competency.  Both companies 
train for industry-specific language and social skills, 
enabling undergraduates to do work previously done 
by postgraduates and hiring recruits with no domain 
experience.

ICICI Prudential uses many recruitment 
methods, including consultants, referrals, job 
portals, advertisements, job fairs, and campuses.  
The firm has launched a program to hire as unit 
managers in rural areas non-commissioned officers 
who have taken early retirement from the armed 
forces.  These officers typically come with fifteen 
to twenty years of experience in diverse service 
backgrounds like flying, navigation, air traffic control, 
aeronautical engineering, technology management, 
and engineering and have proven leadership skills.  
Successful candidate are placed as unit managers, 
typically leading a team of twenty-five certified 
insurance advisors in recruiting, developing, and 
achieving insurance-policy sales.

Training & development

New recruits undertake a two-week induction 
training program that provides them with an 
overview of the company’s vision, values, systems, 
products, and processes.  On average, existing 
employees receive six to eight days of training and 
development each year; an advisor, an independent 
commission agent not on the rolls of the company, 
receives on average around eight days of training 
in a year.  In order to facilitate training for its 
many sales agents not working in offices, ICICI 
Prudential is developing mobile-based automated 
information centers to provide access to frequently 
needed answers on documentation, interest rates, 
product features, and more.  The company also 
invests regularly in developing managerial skills and 
leadership-building through different in-house and 
external training programs.

Talent Management and Leadership Development

Performance reviews are used as the first screen 
to identify leadership talent.  Seven to nine senior 
managers from throughout the organization meet 
to assess mid-management to senior-management 
staff in terms of specified leadership competencies.  
They classify managerial talent as A, B, and C, 
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corresponding to the expected amount of time 
required for them to fill senior managerial roles.  
Panels articulate the individual managers’ strengths 
and developmental areas, which are used to identify 
training needs.  360-degree feedback is used in this 
process and as a self-development tool.  The company 
also continually conducts bench-strength analysis and 
succession planning for critical roles.

Employee engagement & retention

ICICI Prudential’s attrition rates are below industry 
average, and the focus is on ring fencing top talent.  
In order to increase retention, ICICI Prudential has 
increased the growth opportunities for employees, 
including a means by which advisors can become 
managers in the company.  It has defined and 
customized career paths for employees in each 
business channel, with clear focus on employees’ 
monthly goal sheets.  It has also instituted measures to 

reduce burn-out, such as a requirement for employees 
to take all of their allotted fifteen days of leave each 
year.  It also regularly organizes employee meetings.

Upgrading education

ICICI Prudential also has partnerships with eighteen 
business schools and two universities to provide 
finance-based courses, train instructors, and 
provide internships.  All successful graduates will 
be hired by the company.  The firm recently made 
arrangements with the Institute of Insurance and Risk 
Management (IIRM), in Hyderabad, which offers a 
one-year executive program in insurance and risk 
management that provides graduates having less than 
eighteen months of work experience with training in 
specialized subjects such as underwriting, claims, and 
risk management.
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Infosys

Industry: IT Services
Description: Infosys offers business and technology 
consulting, application services, systems integration, 
IT infrastructure services, and business-process 
outsourcing services.  It is India’s second largest IT-
service firm
Revenues (FYE March 31, 2008): $4.2 billion
Total employees, including those of subsidiaries: 
91,187
New employees: 33,177 
Average employee age: 26 years
Years of experience of first-line manager: 8 years
New employee training and development: 16 weeks 
Total training and development expenditures: $175 
million (FYE 2008), $250 million (FYE 2009P)
Annual attrition rate: 13.4%

Recruitment 

Infosys has been growing at a rate of over 40 
percent for the past six years and is planning to hire 
25,000 employees in the coming fiscal year.  Based 
on anticipated hiring needs, Infosys conducted 
talent-scouting five years ago and began developing 
relationships with colleges and universities to 
improve engineering curricula.  It doubled its training 
investments and expanded its recruiting base.  Infosys 
now recruits from more than 1100 engineering 
colleges as against one hundred a few years ago, and 
fresh graduates comprise 70 to 75 percent of new 
recruits.

Infosys’s selection process focuses on the ability 
to learn; analytical and problem-solving ability; 
teamwork abilities; communication skills; and 
academic performance.

The company began hiring science graduates three 
years ago.  It has trained 3000 non-engineers to date, 
to do less complex jobs such as testing, infrastructure 
management, and production support, and expects 
that 25 percent of technical work in the IT industry 
can be done by non-engineers.  Infosys has also begun 
a pilot program of bringing 250 campus recruits 
on board during their final semester of studies to 
complete a three- to four-month project with Infosys 
and receive entry-level training.

One third of Infosys employees are women.  In 
one of its programs to hire women, the company 
invited 1200 female students from 420 colleges to 
visit for two-day stays, during which they were given 
an overview of the IT industry and the recruitment 
process and workshops on self-development, soft-
skills, leadership capabilities, and analytical and 
problem-solving abilities.  The event helped women 
professionals to understand the IT environment 
and to gain insight into how women succeed in the 
workplace.

Training & development

Infosys’s global education center was inaugurated 
in 2005, at a cost of $120 million, with a capacity of 
4000.  It is currently being expanded, at a total cost 
of more $400 million, and will have the capacity to 
train 13,500 candidates at a time. The company has 
trained more than 50,000 new recruits to become IT 
professionals.  Computer-science graduates undergo 
a six-week program at Mysore, and the majority of 
Infosys’s engineering recruits undertake a sixteen-
week program, one widely regarded as equivalent 
to a bachelor’s degree in computer science.  Non-
engineering recruits undergo an extended three-
month training program at Infosys’s training facilities.

 Investment in training of new recruits is 
estimated at $5000 to $8000 per employee.  The 
company spent $175 million in training in FYE 2008 
and expects to increase this to $250 million in 2009.

Performance management

Infosys uses a role-based performance-management 
system in which performance and accomplishments 
are assessed on the basis of specific role criteria.  
This is integrated with its reward and training 
systems.  Evaluation criteria include customer and 
peer satisfaction, learning and analytical ability, 
communication skills, decision-making ability, 
planning and organizational skills, and timeliness and 
quality of work.  The company’s system of variable pay 
is tied to individual, team, and company performance.



53

How the Disciple Became the Guru

Managerial development

The company set up a leadership institute in 2001 
and developed a nine-part leadership-competency 
standard that assesses and identifies developmental 
needs in 360-degree feedback; developmental 
assignments; culture; developmental relationships; 
leadership skills training; feedback; system-process 
learning; community empathy; and action learning.

Leadership development addresses the three 
tiers of leaders who are selected from the senior 
management of the company.  There are about 700 
leaders who are part of this tier leadership program.  
The program includes various one- to three-day 
workshops, a teaching series by Infosys leaders, 
and an international-speaker series.  Tier-I leaders, 
comprising the company’s seniormost fifty managers, 
are mentored by the company’s board of directors.  
Individuals are assessed according to a leadership 
index used as a basis for career planning and for 
identification of two- to three-month assignments for 
skill development.

Employee engagement & retention

The company uses an attrition-forecasting program 
to predict, on the basis of past performance, the 
likelihood of an employee to leave the organization.  
It has attempted to reduce hierarchy, decentralize, 
and ease access by employees to senior management 
in order to motivate employee engagement.  It also 
revamped its HR structure into a two-tier system, 
to have one level deal with broader HR policies and 
another to work on the front lines with particular 
project or client units to address individual and team 
HR needs.

Infosys was the first company, seven years ago, to 
offer a program of preventive health care that includes 

health-checkup camps, health-awareness sessions, 
counseling support, vaccination camps, and specialist 
consultations.

Upgrading education

Infosys runs programs in more than 400 colleges 
to train engineering-faculty members and upgrade 
curricula to improve student employability.  The 
company academic-outreach program includes case-
study writing; participation in academic conferences 
and university events; research collaborations; hosting 
of study trips to Infosys Development Centers; and a 
large global internship program.

To increase the employability of students in tier-II 
and-III towns for its BPO business, the company 
conducts two-week training programs for university 
instructors.  These instructors then teach eighty-
hour courses in language and analytical skills.  The 
program emphasizes communication, relationship-
building, and problem-solving skills necessary for 
employment in a global workplace.  Infosys is now 
partnering with the government to expand this 
affirmative-action program to train candidates from 
disadvantaged groups.

The company has a training program, run by 
Infosys volunteers in conjunction with the state 
government, to retrain unemployed engineers from 
disadvantaged castes and fund scholarships in rural 
villages.  It also runs a program to expose urban youth 
to information technology through summer courses. 

In June 2008, Infosys proposed a collaboration by 
which IT-service firms “adopted” states and jointly 
funded programs to improve college and university 
education in semi-urban and rural areas.
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MindTree

Industry:  IT and R&D Services
Description: Founded in 1999 by ten IT professionals, 
MindTree is a mid-sized IT- and R&D- outsourcing 
company.
Revenues (FY March 31, 2008): $191.2 million
Total employees (FY March 31, 2008): 5640
Net New employees (FY March 31, 2008): 1478
Average employee age: 27
Average age of first-line manager: 35
 New employee training and development: 8 weeks
Average employee training and development hours: 
13 days
Annual attrition rate (FY March 31, 2008): 15.8%

Recruitment

 MindTree’s philosophy is to hire for attitude and 
potential and train for skill.  The company emphasizes 
the hiring of individuals whom they believe to be 
caring, sharing, and socially responsible and to have 
the ability to learn.

The company hired sixty-three percent of its new 
recruits from college campuses in 2007–2008, as 
against 40 percent in 2005–2006.  It also increased its 
diversity profile, with women comprising 25 percent 
of its employee base now, as opposed to 17 percent in 
2005.  As well, MindTree has begun experimenting 
with hiring non-engineering graduates.

MindTree is piloting a program that provides 
potential recruits with free education through 
technology-aided learning.  It provides reading 
material, assignments, and programming problems 
that require on average ten hours of work per week 
and involve on-line interaction with MindTree 
employees.  

Training & development

During an eight-week induction process, recruits 
receive intense training in both technical- and soft-
skills training.  This is delivered by faculty that is 75 
percent in-house and 25 percent external, and recruits 
are assigned mentors.  Volunteer work is a component 
of this training.  An examination is given at the end 
of eight weeks, which three-quarters of employees 

typically pass.  Those who fail the exam are given a 
second test after one month, and the 5 percent who 
fail this exam are given intensive coaching for up to 
three months before 1 percent, after failing the final 
test, are asked to leave.

Employees receive three-weeks of training 
per year.  The company provides a portal for 
on-line learning, where employees can indicate 
developmental needs and sign up for learning 
programs.

MindTree also has more than fifty self-organized 
“knowledge communities”, which conduct twenty 
face-to-face events every week through which 
employees can learn from each other and share.  
These communities are informal peer-to-peer 
exchanges on do’s and don’ts, successes and failures, 
best practices, and lessons learnt, in many technical 
and non-technical domains.  They are championed by 
volunteers and supported by an on-line collaborative 
community portal.  A few communities focus on 
softer aspects of organizational knowledge, which 
in turn build organizational culture.  For example, 
Dhriti, the Women’s Community, is focused 
on gender-sensitive issues and experiences; the 
Innovation Community is focused on creativity 
and innovation techniques; and the Roots & Fruits 
Community is focused on personal development, 
soft skills and values, social responsibility, and the 
spiritual–emotional–rational continuum.

Performance management 

All recruits are given training on goal setting and 
develop short-term and long-term objectives with 
their managers.  Employees are measured not only 
on work performance, but also on measures of the 
company’s values of caring; learning; achieving; 
sharing; and social responsibility. These measures are 
assessed by managers on the basis of anecdotes and 
other feedback.

Performance management in MindTree is 
conducted through 360-degree feedback, talent-
review and career-planning sessions, and a mentoring 
program.
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Managerial development

The company’s focus is on nurturing leaders within.  
Its Leading Performance program aims to build 
leaders by mid-and senior-level managers competent 
in managing teams, motivating talent, and moving 
technically sound performers into managerial and 
leadership roles.  A “leadership community” provides 
knowledge sharing among managers.

In April 2008, the company’s chief operating 
officer, Subroto Bagchi, took on the full-time role of 
“Gardener”, focusing on leadership and organizational 
development and coaching the organization’s 
top  hundred leaders as well as 150 young leaders.  
Furthermore, MindTree’s internal board spends two 
days each year reviewing the top 200 people in the 
organization to identify three candidates for each of 
forty-five key positions in the company.  Details are 
discussed with the employees in thirty- to forty-five-
minute feedback sessions.

Employee engagement & retention

Experienced recruits are inducted into the company’s 
culture through an initiative known as “Arboretum”, 
by which the company guides them through internal 
processes and offers self-learning opportunities on 
soft and leadership skills until such time as they are 
assigned to a project.  In its initial years, this initiative 
reduced employee turnover of such experienced 
recruits in their first six months at the firm by 88%.

MindTree has a 95:95:95 principle of 
communication: that 95 percent of the people 
should have access to 95 percent of information 95 
percent of the time.  This is pursued through on-line 
information portals and knowledge repositories and 

face-to-face gatherings, formal and informal, top 
down, bottom up, and peer to peer.

The company places a strong emphasis on 
social responsibility, inclusiveness, and two-way 
communications.  It reaches out to the parents and 
families of its employees through a regular newsletter 
and social events.  It also provides an on-line 
grievance forum and on-line collaborate tools.

MindTree consciously focuses on addressing 
work–life balance and gender-diversity concerns 
via policies (flexible work hours, part-time working, 
special extended leave), practices (women’s council, 
women’s community) and systems (grievance 
handling, whistle-blower, training programs), and 
infrastructure (“baby’s day out” room, day-care 
centre, in-house medical clinic) to ensure that women 
employees and young parents are able to balance their 
priorities between work and home.

The company has created various ways for its 
employees to voluntarily serve society at large.  It has 
decided to support those with cerebral palsy; several 
company areas have a relationship with the Spastic 
Society of Karnataka and its students in Bangalore.  
MindTree’s logo was designed by a child with cerebral 
palsy.

Upgrading education

MindTree offers sabbatical programs for employees to 
pursue higher education.  It also subsidizes part-time 
education courses and offers a number of certification 
programs in management and technical skills and is 
creating partnerships with reputable institutions to 
bring MBA and MSc courses to its own campus.
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NIIT Ltd (NIIT)

Industry: Education
Description: 
NIIT was founded in 1981 to help the Indian IT 
industry overcome its human-resource challenges and 
has today grown to be amongst world’s leading talent-
development companies.  It operates in thirty-two 
countries.
Revenues: US $250 Million (Financial Year: April 
2007 – March 2008)
Total employees: 3,850
New employees: 637
Average employee age: 32
Average age of first-line manager: 31
New employee training and development: 40 days
Existing employee training and development: 12 days
Annual attrition rate: 20%

Recruitment

About 28 percent of NIIT’s recruits are fresh 
graduates, of whom 13 percent are MBAs and 
graduates of technical campuses or of the “GNIIT 
Campus”, NIIT’s initiative to select students who have 
enrolled for NIIT’s training program.  The students 
typically come from arts and science colleges.  More 
than 45 percent of new employees are women.  
Thirteen percent of NIIT’s talent-acquisition needs 
are filled through internal referrals, and around 9 
percent through a mix of job portals and social-
networking sites such as Orkut and Facebook.

One of NIIT’s campus-recruitment strategies is to 
hire “entrepreneurial teams” from an internationally 
reputed business school.  The entrepreneurial teams 
are recruited to spearhead new business initiatives 
and are provided with the seed money to build new 
ventures.  Team members are mentored by senior 
executives.

NIIT also hosts a web site for its alumni network.  
It provides referrals and offers information on the 
company.

Training & development

The company’s philosophy is that training begins 
from orientation and continues in all progressive 
growth phases of an employee’s career.  NIIT’s eight-

week “bootcamp” induction program is designed to 
bring its employees to make the fresh entrant “NIIT 
ready” through training in technical and soft skills.

NIIT’s School for Employee Education and 
Development provides recruits with training 
in job-specific technical skills; non-technical, 
soft skills; leadership; team building; and stress 
management.  The company also maintains an 
on-line training portal that supports continuous 
learning and collaboration, providing courses on 
office productivity, information technology, project 
management, business fundamentals, programming 
languages, databases, business skills, communication, 
managerial skills, leadership development, customer 
service, and sales.

A minimum of twelve days’ training annually 
is mandatory for employees. Close to one hundred 
senior company officials are involved in conducting 
training sessions for employees.  

NIIT uses an in-house facility to allow various 
branches to tune in to live interactive training sessions 
simultaneously.  Each training session is followed by a 
feedback session and presentation on newly acquired 
content.

A buddy-and-mentoring program helps new 
employees understand the culture of NIIT and 
connect with their teammates.

Performance management 

NIIT’s performance management is based on 
360-degree feedback, and goals are set annually.  
There is a half-yearly review that focuses on 
development process, recalibration of goals (if 
necessary), and direction setting for the second 
half of the year.  An annual review is used to rate 
performance and link it to compensation.

Senior and middle managers are provided 15 to 30 
percent bonuses for individual and combined team 
performance.  The company also has a number of 
non-monetary recognition programs for employees.  
Amongst them is the coveted Chairman’s Quality 
Club (CQC), which rewards innovation by including 
employees in a club that functions as a think tank for 
the organization.
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Employee engagement & retention

NIIT identifies employees who are likely to leave 
the company at an early stage, through a program 
in which every supervisor keeps track of vulnerable 
teammates and takes steps to retain them.

NIIT maintains an on-line information portal for 
employees and provides on-line help for employees 
round the clock.  The site also gives all employees 
direct access to the chairman of the company, for 
sharing their suggestions and feedback, via the 
chairman’s blog.

The company’s benefits include a “dating 
allowance”, marriage benefits, and children’s savings 
accounts.

A bi-monthly electronic newsletter helps keep 
employees posted on the latest happenings and 
developments at various NIIT locations in India and 
abroad.  The company conducts an annual employee-
satisfaction survey, to invite feedback on the various 
programs and policies.  It also runs annually an 

event organized by employees to celebrate company 
milestones, acknowledge key performers, and plan for 
the coming year.

Upgrading education

NIIT offers fully-paid higher-education programs.  
It identifies potential leaders and encourages them 
to undergo specific courses to support career 
building, thus preparing them for a larger role in the 
organization.

The company also sponsors part-time 
postgraduate degrees and diplomas from recognized 
institutes in India.  Employees who have worked in 
the organization for five years are allowed to take 
a six-month sabbatical, an opportunity to pursue 
personal and professional aspirations or even to 
engage in community service for self-fulfillment, 
during which they are paid partial compensation that 
includes basic salary.
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Pantaloon Retail

Industry: Retail 
Description: Pantaloon Retail is India’s largest 
retailer, with more than 1000 stores in 53 cities, and 
is the flagship company of the Future Group, which 
operates businesses in retail, asset management, 
consumer finance, insurance, retail media, retail 
spaces, and logistics.
Revenues (FYE June 30, 2007): $1 billion
Total employees (Dec 2007): 26,000
New employees: 9100
Average employee age:  22
Average age of first-line manager: 27
New employee training and development hours: front 
line: six weeks, managers: three weeks
Existing employee training and development hours: 
five days p.a. (front line); ten days p.a. (managers)
Annual attrition rate:  front line, 9%; middle 
managers, 3.5% (industry average, 20%).

Recruitment

Pantaloon Retail has grown from 8000 employees 
in 2005 to 26,000 employees in 2008.  The company 
is aiming to increase its retail space fourfold and its 
revenues six- to sevenfold by 2011 and more than 
tripled its MBA hiring from 72 in 2004 to 246 in 2006.

The average front-line recruit has twelve to fifteen 
years of education, comes from a lower-middle-class 
background, and generally lacks English-language 
skills.  Half of the staff are women.  The company’s 
increasing growth in semi-urban and rural areas 
has led to an expansion of hiring in rural areas.  In 
addition, since 2007, Pantaloon Retail has begun 
hiring women managers for part-time positions by 
breaking down all back-end activities into 30- to 
45-minute capsules.

Training & development

New recruits receive six weeks of training, which 
includes a 5½ days of residential program held at one 
of the company’s eight training centers. These training 
centers include classrooms and a live store.  In remote 
locations, the company creates a mock store in which 
to train recruits.  Training of employees is led by 

local store managers, who are encouraged to adopt 
a master or teacher relationship with and provide 
mentorship to employees.  The company believes 
that creating interpersonal bonds is important for 
maintaining corporate culture.  Residential training is 
followed by five weeks of on-the-job training.

In addition to task-related skills, the induction 
program includes education in the fundamentals 
of hygiene and physical and mental health; gender 
training for women on how to deal with male 
customers; and creative expression through singing, 
writing, and theater, and aims to build self-esteem 
and aspiration in employees who generally come from 
less-privileged backgrounds.  The induction program 
also engages employee families by inviting parents 
to a final performance event that is developed by 
employees and displays the changes that employees 
have undergone.

Front-line staff receive one week of training 
each year, including quarterly product knowledge 
training, and managerial staff receive two weeks of 
training a year.  Pantaloon Retail has converted its 
plasma screens used to advertise in stores to serve a 
second function: of communicating with employees 
and sharing company information and best practices 
during pre-opening hours.  The company has also 
launched storytelling competitions through which 
employees can share new ideas and practices through 
storytelling at store-level and city-wide competitions.

Performance management 

Managers at store level and above are measured 
not only on sales but also on non-financial metrics 
according to the Balanced Scorecard method.  
These metrics include employee satisfaction with 
financial rewards; feeling of store as extended family; 
intellectual challenge; feeling of career security; and 
quality of feedback received.

Managerial development

Manager recruits undergo a twenty-one-day 
training program that emphasizes holistic thinking 
and the integration of business and design training.  
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The company believes that management as a science 
has its limitations and that equal weight needs to be 
given to imagination and creativity.  The training 
program thus includes not only strategic planning 
but also scenario planning and a two-day workshop 
that introduces design principles.  All managerial-
level employees are required to attend this workshop, 
which is used to launch three- to four-month 
projects by cross-functional teams to generate and 
implement new ideas.  Four thousand employees have 
participated in this workshop, and projects have led to 
the launch of several businesses.

Managerial recruits enjoy rapid career progression 
and on-the-job learning.  During their first year, new 
recruits are put in charge of a store.  By year five, they 
can expect to manage a cluster of stores, and, by year 
seven or eight, to manage a region.

Employee engagement & retention

Pantaloon Retail enjoys some of the lowest attrition 
rates in the industry.  Averaging 7.5 to 9 percent, 
the company’s attrition rates are significantly 
below the 20 percent industry average and lower 

than the company’s ideal attrition rate of 12 to 15 
percent.  Attrition is highest at three days, when 
training has given employees greater familiarity with 
the company’s direction; and at two years, when 
employees typically leave to pursue higher education.

Upgrading education

Two years ago, Pantaloon Retail initiated a 
three-year BBA course in retail management for its 
employees who are high-school graduates.  Three 
thousand employees applied.  Today, 4500 are 
enrolled in this correspondence program.  The 
company also set up sixteen training institutes, 
which between them train 1000 people a year in a 
two-year retail-management program.  The program 
combines classroom and on-the-job learning and 
recruits students through a competitive examination 
and interview process.  The company has reserved 85 
seats in this program for Pantaloon Retail employees, 
for which it received 450 internal applications this 
year.  Successful applicants are provided a two-year 
sabbatical, a reimbursement of fees upon return, and 
a guarantee of promotion upon completion.
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Parametric Technologies Corporation 
India (PTC)

Industry:  Software Development
Description: Founded in 1985, Boston-based PTC 
develops software for manufacturing companies.  
It provides product-lifecycle management and 
enterprise content management. 
Revenues: FY07:  $941 million (September 2007)
Total employees: 4700 (global), 1600 (global R&D), 
950 (India total), 750 (India R&D)
New employees: 100
Average employee age: 29
Average age of first-line manager: 29
Annual attrition rate: Average 13% over last four years

Recruitment

PTC’s India R&D operations were established in 1994 
and have been growing every year since 2000.  The 
growth is driven primarily by the company’s product 
strategy.  On average, PTC India has been adding 100 
employees every year.

PTC uses many means to attract and recruit 
candidates.  Branding and advertising are done 
through media ads; recruitment portals; internship 
programs with local colleges; educational programs; 
sponsorship of and participation in tech fairs; 
sporting events for the industry; and lecturing at 
select colleges.  PTC has partnered with professional 
training institutes whose courses are aligned with its 
requirements, and it hires from such institutes.  Most 
candidates are mechanical engineers with software-
development skills or computer science/application 
engineers.

The company uses technical and aptitude tests and 
competency-based and skill-based interviews to select 
recruits.  In its selection process, it places an emphasis 
on ability to learn and communicate as well as on 
relevant technical skills.

Almost 40 percent of PTC’s recruitment is 
through employee referrals.  Pay for performance is 
the philosophy adopted by the company to retain its 
talent.

Training & development

New employees are given two days of induction 
training and are then assigned peer buddies and 
senior mentors.  A significant portion of employee 
development occurs on the job through regularly 
scheduled experience-sharing sessions.  These include 
seminars and technical discussions; coaching and 
mentoring; and “e-learning”, including both technical 
and non-technical content.

On average, a three-month period is allotted to 
train a new employee through formal and on-the-job 
training.

For existing employees, the design of formal 
training-and-development activities is based on 
business needs and performance-review discussions.  
A committee assesses, on a quarterly basis, the groups’ 
technical and non-technical training needs.  These are 
then prioritized on usefulness and budgeted for.  PTC 
provides training in technologies, communication 
development, cultural sensitivity, and management 
and reimburses the costs of study in relevant 
certification and continuing-education programs.

Performance management 

A company-wide performance-management system 
is used that includes 360-degree feedback from 
managers, peers, and subordinates.  PTC India 
assesses its engineers on a competency matrix visible 
to all employees and managers via the Intranet.  It 
has also instituted mandatory written employee 
self-appraisals and discussions at the beginning of 
the year between employees and managers on goal-
setting, mid-term reviews, and year-end performance 
reviews.  This discussion-based approach to 
performance appraisal has since been adopted by the 
rest of the company.

Compensation and rewards are linked to 
performance and to development plans.  In addition 
to compensation and promotion, PTC gives high 
performers job-rotation opportunities and service- 
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and performance-recognition awards and sends 
appreciation letters to individuals and teams.

Managerial development

Leadership and managerial development have 
emerged as strong needs with the growth of the 
company.  Managerial development includes formal 
training, career management and planning, job 
rotation, global assignments, and coaching and 
mentoring by senior technical managers.  For this 
purpose, PTC engages external faculty and uses in-
house training programs.

Employee engagement & retention

PTC has adopted a multi-pronged approach to 
managing attrition.  It conducts an annual employee-
satisfaction survey, the results of and managerial 
responses to which are publicized internally and 
provide, along with informal feedback, a basis for 
managerial response.

To address employee aspirations to work on 
different technologies and functions, the company 
has instituted an internal-mobility program.  This has 
resulted in a significant reduction in attrition.  The 
company ensured career progression by defining and 
documenting separate tracks for management and 
technical careers.

To keep employees engaged, the company 
instituted open-feedback policies and has its senior 
managers spend substantial time in communicating 
directly with team members and through newsletters 
and a worldwide “town hall” meeting.  It also provides 
ethics training and an ethics hotline.

PTC offers a variety of cultural programs and 
family activities, including parties, a family day, and a 
children’s competition, and sponsors social activities, 
including donation drives and sports activities.  The 
company’s benefits include medical insurance that 
covers employees’ parents; flexible hours; and a work-
from-home policy.

Upgrading education

PTC sponsors certain degree and certification 
programs and special courses for employees, such as 
a Masters of Science program through Birla Institute 
of technology, project-management courses, and 
management training.

The company’s education department has 
been working with several schools, colleges, and 
universities in India to boost science, engineering, 
and technology skills.  It assists in course 
development and provides infrastructure (computers 
as well as PTC software).
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Ranbaxy Laboratories (Ranbaxy)

Industry: Pharmaceuticals
Description: Ranbaxy Laboratories is India’s largest 
pharmaceutical company and produces a wide 
range of generic drugs.  The Company operates in 
49 countries and has manufacturing facilities in 11 
countries.
Revenues (FYE December 31, 2008 estimate): $1.9 
billion
Total employees: 12,000 (1,200 scientists)
New employees: 1000
Existing employee training and development: 5 days
Annual attrition rate: 10%

Recruitment

Through its business-planning process, which is 
conducted every three years and revised every one 
or two years, Ranbaxy identifies critical growth 
opportunities and the skills required to enter new 
areas.  As well as hiring from pharmaceutical colleges, 
the company hires doctors from medical colleges for 
research work.

Ranbaxy uses testing, psychological mapping, and 
interviewing methods to screen and select candidates.

Training & development

Ranbaxy has significantly increased its investment in 
training, over the last few years, to attract and retain 
talent.  It has also has placed a greater emphasis on 
classroom and on-the-job training.  Each employee 
receives a minimum of 4½ days of training every year, 
including courses in spiritual development, such as 
meditation.  Scientists receive five days of technical 
training each year in addition to behavioral training, 
team building, and other soft-skills training.  

Initial orientation to the industry includes sessions 
on physiology, anatomy, and pharmacological 
and medical terminology.  Fresh management 
postgraduates take up short-term projects during a 
twelve-month training tenure.

The company holds weekly seminars and poster 
presentations, hosts external experts and consultants, 
and encourages conference attendance.  

Research capabilities in new areas are developed 
through extensive expert coaching of young scientists.  
Four years ago, when Ranbaxy entered herbal-
drug research, it gave the group, comprising senior 
scientists and new recruits, 1½ to two years to settle 
in, learn, and develop before it expected results.

Managerial development

Ranbaxy conducts detailed employee career-path 
planning in order to facilitate succession planning 
and retention.  Employee career plans are developed 
between employees and managers based on employee 
career aspirations, supervisor feedback on employee 
performance, and company opportunities.  Ranbaxy 
also has a mentorship program in which senior 
leaders provide employees with career advice and 
guidance.   

In order to help develop global exposure, all 
management recruits are put through a ten-week 
assignment abroad as part of their one-year training 
program.  During this training period, a committee 
comprising senior managers coaches and mentors 
them.  Managers receive four days of training per year 
through enrollment in twenty-six to thirty strategic 
leadership-development courses.  Twenty to twenty-
five managers from different divisions are nominated 
to participate in these programs.

On-the-job managerial development occurs 
through extensive coaching and rotations within 
the organization.  Middle managers at Ranbaxy go 
through an assessment process that identifies their 
strengths, development areas, and career aspirations.  

Employee engagement & retention

Job rotation, career planning, and career counseling 
all aim to increase employee engagement and 
retention, and the company is inculcating a practice 
of awareness of moments of joy.

Upgrading education

Forty-two scientists at Ranbaxy are pursuing a PhD, 
of whom ten are sponsored full-time, and fifteen are 
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pursuing postdoctoral qualifications.  Scientists may 
also take a one-year study sabbatical.

Ranbaxy has arrangements with eight universities 
in order to facilitate cross-disciplinary learning.  Its 
scientists help to develop curricula and courses; 

deliver lectures; sit on university boards of studies; 
and host PhDs and professors in its labs.  It recently 
helped launch a drug-development course at Birla 
Institute of Technology and will hire ten of the 
twenty-five students who enroll.
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Satyam 

Industry:  IT Services
Description: Satyam is a business and information-
technology company, delivering consulting, systems 
integration, and outsourcing solutions to clients 
in more than twenty industries.  Founded in 1987, 
Satyam is the fourth-largest IT-service provider in 
India.
Revenues (FYE March 31, 2008): $2.14 billion
Total employees (FYE March 31, 2008): 46,000
New employees (FYE March 31, 2008): 10,000
Average employee age: 28
Average age of first-line manager: 28
New employee training and development hours: 90 
days
Average employee training and development: 8 days
Total training and development expenditures: 9 
percent of payroll expenses
Annual attrition rate (FYE March 31, 2008): 13.1%

Recruitment

Satyam has grown from 2225 employees in 1998 to 
51,000 employees in 2008 and plans to hire nearly 
10,000 employees in 2008–2009.  It has a team of 
more than one hundred staff members dedicated to 
talent acquisition and an additional hundred in talent 
management.  

The company has begun hiring non-science 
graduates, who now comprise 20 percent of its 
recruits.  It has also increased hiring in tier-II and 
tier-III cities and gets 30 percent of its recruits from 
industries such as manufacturing.  It has also set up 
IT centers in villages and trains villagers to perform 
basic back-office work.

To facilitate campus recruiting, which comprises 
the bulk of the company’s hiring, twenty of Satyam’s 
top eighty executives serve as mentors on campuses.  
The company has developed an online system that 
simplifies the process by which placement officers 
register their college, get updates on the company’s 
recruitment activities, and send updates on their 
institution.

Training & development

Satyam has 225 full-time training staff and spends 

9 percent of payroll expenses on training and 
development.  Two-thirds of its recruits are fresh 
college graduates.  In 2007, the company put 8000 
graduates through its 18-week entry-level training 
program.  The program was developed in 2000, based 
on a shortfall analysis of projected skill requirements, 
and aims to make employees billable as fast as 
possible.

Satyam’s dedicated learning center offers courses 
in technology, project management, advanced 
management, behavioral education, and cultural and 
foreign-language skills.  The company has invested 
$8 million over four years to develop an on-line 
learning-management system that provides content-
management, a virtual-classroom tool, performance-
evaluation management, and a networking and 
blogging tool.  The on-line–learning platform handles 
attendance, library management, web radio, web 
television, and mobile learning and will maintain a 
database for attendance and evaluation management.

Employees undertake an average of sixty hours of 
continual training per year.  This includes cultural-
communication, Six Sigma, and other soft-skills 
training.  More than 70 percent of Satyam’s training 
is delivered on line, and all leaders at Satyam are 
required to spend thirty hours per year contributing 
to its “leaders as teachers” program.  In the past 2½ 
years, much of the training that formerly occurred in 
Indian offices is being delivered on client sites.

In Satyam’s engineering-services area, yearly 
training requirements have been increased from 
one hundred to 150 hours, and a new program 
provides 500 to 600 hours of rigorous training in 
specializations such as aerospace end embedded 
engineering.

Performance management 

Employees receive 360-degree feedback, from 
peers, juniors, seniors, and customers.  Following 
GE Research’s model, Satyam managers categorize 
employees into S (Star, representing the top 
10 percent), M (Meritorious), A (Achiever), R 
(Remedial), and T (Trailers: underperformers).  
Remedial employees and Trailers are placed on 
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performance-improvement plans; if significant 
progress is not attained quickly, they are released.  
Compensation and promotion are both linked to 
performance management.

Managerial development

Satyam follows a full-life-cycle business model of 
manager development that emphasizes on-the-job 
learning.  New Satyam employees are introduced to 
the role of project manager and are assigned pieces of 
projects to lead early on.  Newly hired or promoted 
leaders undergo a one-year leadership program 
involving continual mentoring and coaching.

Satyam invested $25 million in a residential 
leadership center launched in 2007 and has developed 
a 32-week on-line mini-MBA program, in partnership 
with U21 Global and Harvard Business School.

The company also conducts five-day business 
simulations that exemplify the key decisions required 
of a manager during a five-year period.  Each day is 
broken into two-hour increments, each requiring a 
key decision.

In order to counter the view of coaching as 
remedial intervention, Satyam has certified eighteen 
full-time employees as internal coaches, five of them 
full-time.  Coaching is aimed at the top 10 percent 
of performers, representing 5300 managers in the 
company.  A typical coaching engagement involves 
weekly coaching for a six-month period.

Satyam has broken its business down into more 
than 3000 separate businesses with individual 
profit-and-loss accounts that allow the top 8 percent 
of performers to gain fiscal, people, and strategic 
responsibility.  The company offers managers right 
of first refusal on job openings in order to cultivate 
internal talent, and the top three tiers of management, 

representing 450 managers, have right of first refusal 
when new business opportunities such as incubating 
new industry specializations or geographic markets 
or opening new offices arise.  Half the members of 
Satyam’s leadership team are recruited internally.

Employee engagement & retention

Satyam has an employee-engagement index, by which 
it measures employee satisfaction.  Its interactive 
platform enables employees to interact and connect 
with company leaders; allows employees to contribute 
ideas and file grievances; and includes a portal for 
posting internal jobs.

All junior employees have dedicated managers 
who serve as coaches.  The company also launched a 
telecommuting program and a family learning center 
and sponsors various family, cultural, and sports 
events as well as environmental, preventive-health, 
and safety initiatives.  

Satyam employees are encouraged to dedicate 10 
percent of their work time to volunteer activities.

Upgrading education

Satyam has arrangements with 103 universities, 
including several international universities, with 
which it works to develop elective courses that 
develop soft skills and deliver industry-specific 
training to students.  It also provides workshops for 
students and faculty, and hosts an on-line e-learning 
tool for students.  The company’s faculty-development 
program has trained one hundred faculty members 
and has hosted six or seven faculty members on 
sabbatical leave.  The company is currently partnering 
with universities to design curricula in aerospace and 
mechanical engineering to help supply recruits for its 
R&D-service business.
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Taj Hotels

Industry: Hospitality 
Description: A part of the Tata Group of companies, 
Taj Hotels Resorts and Palaces comprises 57 hotels in 
forty locations throughout India, with an additional 
18 international hotels in the Maldives, Mauritius, 
Malaysia, Australia, the U.K., the U.S., Bhutan, Sri 
Lanka, Africa, and the Middle East.
Revenues (FYE 2007): $404.7 million 
Total employees: (FYE 2007) 23,000 
New employees (FYE 2007): 11,000
New employee training and development:  8 to 12 
days
Existing employee training and development: 5 to 9 
days
Annual attrition rate (Q3 2008): 10% to 12% (non-
managerial), 20% (managerial)

Recruitment

Taj Hotels plans to recruit 11,000 new employees 
during the next four years.  In response to growth 
needs, the company has broadened its recruitment 
to tier-II and -III cities and to non-hospitality 
graduates from physics, commerce, engineering, and 
home science.  Recruits from airline, BPO, IT, and 
retail sectors now comprise 2 to 3 percent of new 
employees.  In addition, the company has begun 
targeting Indians working in overseas hotels.  As 
part of its CSR program, Taj Hotels hires disabled 
employees for operating telephones and other tasks.  

The company sponsors student ambassadors, 
who serve as centralized sources of information 
on campuses.  Campus recruitment for managerial 
recruits includes a first screening through group 
discussion and/or a technical test, followed by 
preliminary interviews, industry specific tests, and 
final interviews.  Hiring emphasizes attitudes and 
values rather than experience.

Training & development

Taj Hotels has significantly increased its investment 
in and focus on training and development during the 
last two or three years.  Front-line and managerial 
staff receive eight to twelve days of initial training 
and spend 20 percent of their first few months in 

on-the-job training.  Non-managerial staff receive 
five or six days a year in continual skill development, 
and managers spend seven to nine days in continual 
training.  

The company’s eighteen-month manager-training 
program includes twelve months of on-the-job 
training followed by a six-month curriculum of 
management courses combined with on-the-job 
training.  Similarly, the company’s twenty-four-
month program of food-production training includes 
twelve months of on-the-job training followed by 
specialization in specific cuisines.

Performance management 

Taj Hotels has significantly revamped performance 
management in recent years to increase emphasis 
on performance pay and to include learning 
development plans and 360 degree appraisals for 
managers.  Rewards and recognition processes and 
performance-based pay have also been introduced for 
front-line workers.  The company has over the course 
of the past two years developed an assessment system 
to identify promising managerial talent.  This is done 
through an evaluation system that puts employees 
through a three-day off-site assessment of their 
ability to think and their preferred managerial style.  
Two hundred and fifty employees underwent this 
assessment last year and were debriefed off site over 
their scorecards.

Managerial development

Taj Hotels has recently launched an Emerging 
Leaders Program in order to cultivate managerial 
talent.  Developmental needs are outlined in 
employee learning and development plans, and high-
performing employees are accordingly given learning 
projects, company assignments, and responsibilities.  
The company has divided middle-managerial roles 
into critical and important categories, and moves 
high-performing candidates into critical functions, 
giving them significant early responsibilities.  
Managers are also encouraged to coach employees 
and to invest time in understanding the needs of key 
performers.
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Employee engagement & retention

Attrition rates for managerial employees has 
increased to 20 percent in the past three to four years.  
The company’s strong brand name has enabled it to 
recruit top candidates, but it has faced challenges 
in retention at one to three years as competition 
for experienced employees has increased.  In order 
to address attrition challenges, the company has 
instituted comprehensive changes in its human-
resource practices.  The company has begun to listen 
to employees more frequently and conducts an 
internal survey to measure employee engagement and 
to evaluate managers based on how employees feel.

Upgrading education

Taj Hotels founded the Institute of Hotel Management 
in Aurangabad in 1993, in conjunction with the 
Maulana Azad Educational Trust Fund, to develop 
talent for India’s hospitality industry.  The Institute 
offers bachelor degrees in hotel management and 
culinary arts in conjunction with University of 
Huddersfield, United Kingdom.  Students spend half 
of the day in classes and the other half working in 
one of the Taj Hotels.  The Institute receives 1700 
applicants for its eighty-five seats each year.

In addition, the company has established fifteen 
craft centers to offer front-line staff six-month 
programs in housekeeping and salon services.
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Tata Consultancy Services (TCS)

Industry:  IT Services
Description:  Tata Consultancy Services provides 
IT services, business solutions, and outsourcing.  
Founded in 1968, TCS is the oldest and largest IT-
service firm in India.
Revenues (FYE March 31, 2008): $5.7 billion
Total employees (FYE March 31, 2008): 111,407
New employees (FYE March 31, 2008): 35,672
Average employee age: 27.8 years
New employee training and development hours: 52 
days (7 months for science graduates)
Average employee training and development: 14 days
Total training and development expenditures: 2% of 
revenue
Annual attrition rate (FYE March 31, 2008): 12.6%

Recruitment

TCS conducts skill forecasting as part of its annual 
business-planning process and reviews and refines 
its forecast on a quarterly basis.  This forms the basis 
of its annual talent-acquisition plans.  The resource-
management group consolidates the projected 
competency needs from the overall business plan; 
maps required competency needs with existing 
competency needs; and identifies total manpower 
and skill requirements for the year.  Skill shortfalls 
are addressed through hiring and by cross-training of 
existing employees.

TCS has been accrediting universities since 1992 
and only hires from institutions that it has accredited.  
The accreditation has become an industry standard 
for recruitment.  The accreditation process entails one 
month of data review and a two- to three-day on-site 
audit by senior TCS managers.  The company works 
with these institutions to improve predictability and 
education quality and has accredited 450 so far.  This 
process has also helped enhance the talent pool in 
tier-II cities, where it conducts the majority of its 
hiring, and recently in tier-III cities.

The company began hiring non-engineering 
graduates in 2006 through its special science-to-
software training program.  It hired 4000 such recruits 
in 2007–2008.  It has also increased international 

hiring: foreign employees account for 9.1 percent of 
employees, as against 3.5 percent in 2005.

TCS screens candidates for logic, reasoning, 
and language and analytical abilities.  Tests are 
administered on line and are automated to randomly 
choose from a 10,000-question database.  Final 
candidate selection is done through technical 
interviews.  The results of the selection process and 
the offer letter are issued on the day of interview.

An “e-learning” portal enables potential recruits 
to access TCS web-based courses on software 
engineering, database management, and testing, and 
offers an orientation to the company.

Training & development

TCS spends 2 percent of its revenues on training and 
can train 2100 candidates at a time in its academy 
in Trivandrum, Kerala.  Recruits are required to 
complete a fifty-two-day training program in software 
engineering, quality processes, and a variety of soft 
skills.

For the science graduates it hires, TCS runs 
a seven-month training course in areas such as 
computer programming, customer orientation, and 
project management.  Classroom training is followed 
by on-the-job learning.

All employees are required to undergo fourteen 
days of mandatory training per year.  Additionally 
they receive significant on-the-job learning, facilitated 
by job rotation, regular project debriefing, and 
knowledge-sharing sessions.

Participation in learning programs is measured 
through project data.  Training effectiveness is 
measured through employee feedback immediately 
and supervisor feedback after three months.  The 
company also conducts return-on-investment analysis 
on select programs and looks at employee demand for 
programs.

Performance management 

TCS does a bi-annual Balance Scorecard review 
process measuring performance in customer, finance, 
and people skills and in learning and development.  
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Results are posted on line, and results and 
performance-improvement plans are communicated 
to employees in detailed discussion of employee goals.  
Gaps between existing skills and employee goals or 
performance-improvement plans are passed on to the 
training and development department.  Employees 
meet with HR managers for one-to-one career-
planning sessions two or three times annually and 
have regular discussions with managers.

Managerial development

The company identifies a pool of 300 to 400 managers 
as potential leaders and provides them with extensive 
training and education.  This includes fourteen days 
of study at leading institutes such as Harvard Business 
School, Tata Management Training Center, and Ross 
School of Business.

Employee engagement & retention

For the past five years, TCS has had the industry’s 
lowest attrition rates.  It encourages continual 
learning through job rotation between businesses 
and between technologies; career mapping; continual 
training; and multi-skilling.  As well, it promotes 
employee engagement through a performance-
based promotion system; regular feedback and 

communication with employees; and a broad 
mentoring program.

The company offers flexible work hours and 
sabbaticals to its employees and continuity of 
service to women employees who discontinue 
work temporarily due to personal commitments.  It 
participates in several external surveys monitoring 
employee satisfaction.

TCS has several policies for the benefit of 
employees, including opportunities to go on 
sabbaticals; flexible working hours; subsidized meals; 
family health insurance; and a trust fund for higher 
education.  

Upgrading education

TCS employees can enroll in tailored masters 
programs at IIT campuses, Jadavpur University, 
Anna University, and other institutions while they 
work and can also take educational sabbaticals.  The 
company provides for the upgrade of employee 
education through student- and faculty-development 
workshops, which had more than 38,000 participants 
in 2006–2007; guest lectures; and student project 
internships.  Its web site also offers free courseware on 
software development.
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24/7 Customer (24/7)

Industry: Business-process outsourcing services
Description: Founded in 2000, 24/7 Customer is 
headquartered in the U.S. and has eleven call centers 
in India, the Philippines, Guatemala, China, and 
Northern Ireland.
Total employees (FYE 2007): 7000
New employees (FYE 2007): 1500
Average employee age: 24 years
Average age of first-line manager: 25 years
New employee training and development: 3 to 8 
weeks
Existing employee training and development: 50 
hours
Annual attrition rate (as of 2007): 37%

Recruitment

24/7 Customer hires candidates from tier-I and tier-II 
cities in India; typically from middle-class families.  In 
order to enhance its recruitment and to stem attrition, 
it has used media coverage to try to reposition the 
image of working for a BPO from one as a low-
aspiration entry-level job to one as an opportunity 
with long-term growth prospects.  The company has 
also developed several initiatives aimed at women, 
including those with children.  Thirty percent of its 
employees are hired through employee referrals.

In addition to interviews, 24/7 conducts tests 
to assess voice skills, predicted stability, and ability 
to work in a team.  After hiring, it uses advanced 
analytics-based job-profiling techniques to match 
employee skills with company needs and conducts 
a competency assessment.  It monitors employee 
performance at year one, year two, and other points 
of tenure to identify predictors of success.  Other 
predictors include academic background, place of 
origin, and family background.  It found that inbound 
customer-service jobs required specific “hospitality” 
skills, and that of recruits with less than six months 

of experience, those from single-parent families were 
more successful than others in certain tasks requiring 
a strong work ethic.

The company believes that it can develop skills but 
that developing values and attitudes is more difficult.  
Therefore its interviewing process puts extra focus on 
attitude and ability to work in teams.

Training and development

New recruits receive thirteen to fifteen days of 
training in accents, customer service, sales, technical-
problem solving, culture, and typing, through a 
combination of classroom training, mock calls, 
and role play.  After the first eight days, individual 
coaching plans are developed, and individuals work 
in groups of fifteen to twenty.  This is followed by 
three days to six weeks of product-specific training. 
Employees receive fifty hours of language and new-
product coaching per year.

Performance management

Call performance is monitored daily, and employees 
are appraised at the end of each year on performance, 
traits, competencies, and adherence to company 
values.  24/7 Customer uses this assessment to 
identify high-potential employees.  As well as with 
monetary incentives, the company rewards employees 
with gift coupons, travel vouchers, and certificates 
of appreciation as part of the appraisal process and 
provides awards for long service.

Managerial development

Special growth plans are developed for the top 10 
percent and the next 20 percent of employees.  The 
company identifies developmental and training needs 
and provides coaching and mentoring.  It has a rapid-
promotion program and encourages the recruitment 
of managers from within the company, filling four 
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fifths of management positions internally.  It also 
recently began hiring MBAs for its manager-trainee 
program.

Employee engagement & retention

Career mapping, fast-tracking, coaching, and 
educational- and job-profiling techniques are used 
to reduce attrition rates.  The company insurance 
plans provide coverage for parents of employees; the 
company holds parent days, on which parents receive 
an overview of the company from the COO; and it 
has a medical center and sports, music, and library 
facilities on site.  It provides transportation for all 
employees and an escort-to-work service for female 
employees.

The company’s Chief People Officer and co-
founder has taken to working evening shifts in order 
to meet employees, discuss grievances, and provide 
mentoring.

Upgrading education

The company provides a postgraduate management-
education program in association with one of India’s 
top business schools.  It subsidizes fees, and offers 
study leave and flexible work hours.  It works with 
several high schools and 200 colleges to help prepare 
4000 students each year for the BPO industry.  It 
has a three-day training program for university and 
school educators and provides teaching materials in 
language, cross-cultural, and customer-service skills.
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Whirlpool Global Technology and 
Engineering Center India (Whirlpool)

Industry:  Research and Development
Description:  Whirlpool is the world’s leading 
manufacturer and marketer of home appliances.  The 
Global Technology & Engineering Center (GTEC) at 
Pune provides design services to Whirlpool’s design 
centers.
Total employees (12/31/08 Projected): 225
Average employee age: 26
Average age of first-line manager: 30
New employees’ training and development: Seven 
days formal induction + two to three months on the 
job 
Existing employees’ training and development: 7 days
Annual attrition rate (2008): 9%

Recruitment

Whirlpool India has been successful in recruitment 
and in stemming attrition despite offering mid-
market salaries.  It recruits engineering graduates 
from amongst the top twenty engineering schools 
in India.  Selection is based on group discussions, 
written tests, and personal interviews, with equal 
emphasis placed on technical know-how and 
communication skills.

The company hires 25 percent of its employees 
through referrals.  It also offers paid internships to 
third-year engineering students and engages them in 
project work to facilitate recruitment and training. 

Training & development

New engineers undergo a one-week orientation and 
two months of on-the-job training.  They are assigned 
a senior manager as a mentor, who spends five or six 
hours per week mentoring three or four new recruits.  
This is followed by a nine-month rotation program 
through the center’s main R&D areas, spending a 
month or a month and a half in each area.  The aim 
of this program is to expose engineers to all of the 
company’s product lines.

Whirlpool’s programs in continuing training 
include management development, team orientation, 
and Six Sigma quality.  Besides offering formal 
training, the company holds technical forums, and 

20 to 30 percent of engineers travel to the U.S. for a 
three-month program.

Managers engage in extensive coaching, and 
engineers from all groups are invited to review and 
evaluate concepts for new designs in order to facilitate 
their learning.

Whirlpool places as much emphasis on behavioral 
training as on technical abilities.  Specific modules 
are designed for employees at different stages of 
organizational growth.  For example, some are 
specifically for emerging leaders, who at present are 
individual contributors but will in future manage 
teams.  Others focus on leaders of large teams, to 
enhance leadership skill and awareness of various 
leadership styles.

Performance management 

Engineers are assessed on both potential and 
performance using 360-degree feedback.  A nine-
cell matrix is used as a tool for employee career 
development and succession planning.  The annual 
performance process is used to identify training needs 
and to establish individual goals, which are updated 
and reviewed at least semiannually.  Individual goals 
are set through discussions between employees and 
managers to align with managerial and group goals.  
Identified training needs are used as the basis for 
individual training calendars.

Managerial development

To build a managerial-talent pool, Whirlpool India 
has identified and is grooming twenty engineers to 
fill leadership roles.  An external senior engineering 
and tech mentor gives each engineer forty hours of 
coaching a year in a range of competencies.

Middle and senior managers receive ten days 
of training each year in leadership development 
and managerial skills, including communication, 
assertiveness, interpersonal skills, and presentation.  
A training and development plan is developed for 
each individual.

Above all else, the assessment of performance 
for people managers is closely linked to their ability 
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to cultivate the talent in their care.  This means that 
however able a manager is, if his or her subordinates 
are not growing or contributing at a satisfactory level, 
he or she is held responsible and expected to change 
it.

Employee engagement & retention

Whirlpool India has been able to reduce attrition 
from 18 or 19 percent in 2004 to 9 percent in 2008, 
through initiatives to train and develop employees, 
increase quality and ownership of work, and cultivate 
a friendly and productive work culture.  An external 
consultant conducts an organizational development 
audit each year by interviewing 20 to 30 percent 
of the organization’s employees in order to modify 
organizational practices.  The company hosts an 

internal job-posting board and has enabled 5 percent 
of its employees to transfer to the U.S. and Europe.  It 
also hosts extracurricular activities, including sports 
weeks and family days.

Upgrading education

Because English is a second language for most 
employees, Whirlpool India runs eight-week English-
language-training modules.  These include six hours 
of classroom time each week.  Employees are offered 
educational loans, deducted in monthly installments 
from their salary over the course of twenty-four 
months, for external education, and refunds 25 
percent of tuition fees upon successful completion.  
The company also wholly finances MBA tuition fees 
for senior managers.
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Wipro

Industry: IT Services
Description: Wipro is the third-largest IT services 
company in India, with additional businesses in 
product engineering, technology infrastructure, 
business-process outsourcing, and consulting 
services.
Revenues: $4.93 billion 
Total employees: 95,675 (30 Jun 2008)
New employees: 23,538
Average employee age: 26 years
Average age of first-line manager: 28 to 29 years
New employee training and development: minimum 
of 12 to 14 weeks (technical)
Average employee training and development hours: 
12 days
Annual attrition rate: 14% to 16%

Recruitment 

Wipro expects to double its staff in the next three 
years, reaching 170,000.  The company is selecting 
its future operating locations on the basis of factors 
such as proximity to universities, availability of 
twenty- to thirty-five-year-olds, and access to recently 
demobilized military personnel.

Forecasting of skill requirements and attrition 
is done quarterly and revised monthly.  Wipro has 
increased the proportion of fresh college graduates 
it recruits to 65 percent of all new recruits and has 
increased its hiring in tier-II, -III, and -IV universities 
and of science graduates.

Wipro is also setting up twenty-five to thirty BPO 
recruitment centers, which are expected to meet 25 
to 30 percent of its staffing needs.  The company is 
using advertising and technology in its recruitment 
efforts and has created a cartoon-based advertising 
campaign, a blog, and a page on the web site Second 
Life to improve its recruitment branding.  Wipro’s 
blog facilitates communication between students and 
Wipro HR staff and employees, and candidates can 
submit résumés at its model offshore development site 
on Second Life.

Training and Development 

Wipro has a team of 150 full-time trainers and 
training partners, comprising one-third permanent 
staff, one-third business managers (who spend a 
rotation in talent transformation), and one-third 
professional trainers.  It has twelve to fifteen certified 
coaches on its HR staff, and 300 of its 2000 senior 
managers have received three to four days of training 
to become coaches.

New recruits at Wipro receive twelve to fourteen 
weeks of classroom training before joining business 
groups, after which they receive need-based training.  
Existing employees receive an average of 12½ days 
of training per year, which are tailored to individual 
developmental needs as assessed through various 
on-line questionnaires.  As well, employees receive six 
months or more of training in new technologies and 
languages as needed by the business.

Wipro became, in 1995, the first IT-service 
company to hire science graduates, and expects to 
hire 3500 non-engineers in 2009.

Wipro also uses technology to facilitate continuing 
study and knowledge sharing.  On-line posting sites 
allow employees located remotely to post inquiries, 
which are answered by fellow employees.  Similarly, 
thousands of ideas are posted on Wipro’s internal 
innovation site, and some are provided with seed 
funding.

The company’s training campus can educate 
5000 employees at a time and includes a library, 
classrooms, labs, and lecture halls much like those at 
any top-tier university.  The course offerings range 
from Japanese to advanced engineering.  The training 
campus employs 300 full-time lecturers, who typically 
earn more than they would at Indian universities. 
It also engages hundreds of visiting professors from 
local universities.

Managerial development

Career paths are mapped for all employees, and the 
top 20 to 25 percent of performers are cultivated as 
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leaders through formal training and assignments.  
Basic managerial training includes “e-learning” 
and classroom training delivered on site on Fridays 
and Saturdays and via satellite in conjunction with 
educational institutions, including the Indian Institute 
of Management and Harvard Business School.  
First-time managers take a three-day leadership-
development training program.  Experienced 
managers follow a six-day residential program 
that emphasizes the continuing expectations on a 
leader.  Senior executives follow a five-day residential 
program that focuses on providing an integrated 
view of business, a program developed with the 
Indian School of Business and faculty members of the 
Wharton School of the University of Pennsylvania 
and the London Business School.  They also 
participate in a ten-day global leadership consortium 
comprising global leaders from different industry 
segments.

Wipro has made particular efforts to transform 
its technical-career ladder.  A first-level architect, 
typically reached after two to four years, receives an 
average of fifteen days of training and an additional 
fifteen days of technical training over the course of 
2½ years in order to become a senior architect.  An 
architect will also receive twelve days of behavioral, 
management, and cross-cultural training in this 
period.  

Performance management 

Wipro’s performance-management system 
identifies and rewards leadership potential, 
supports skill development, focuses on customer 
satisfaction, and encourages continuous learning.  
It is integrated into the central appraisal program, 
which evaluates employees’ performance on the 
job and measures their soft skills.  It is governed 
at various levels at regular intervals to ensure its 
effective implementation: by the employee, by his 
or her supervisor, by the department or technical 
head, and finally by the talent-engagement and 
-development leaders of the teams.  The system is 

technology-driven, and data are archived on line for 
easy access and future retrieval and play a vital role 
in determining and charting the employee’s career 
progression within the company.

Workforce Retention

Wipro monitors warning signals such as missed 
deadlines, an increase in applications for leave, and 
evasion of new projects to identify employees at risk 
of leaving the company; to manage interventions; 
and to predict attrition, with an error margin of just 
2 percent.  Indications that an employee at manager 
level or above will quit are brought to the attention of 
senior management.

Upgrading education

Wipro has begun formalizing its accreditation system 
for universities and has launched a program to train 
10,000 lecturers at 1300+ engineering universities 
throughout the country by 2010.  The company 
hopes to improve education quality, improve course 
material, and teach analytical and soft skills. 

Wipro launched a program involving nearly a 
hundred of its technical architects and about 450 
students from the top fifty-five colleges in India, to get 
students to do “industry touching” projects as part of 
their academic curriculum.  Since its launch, in the 
2006–2007 academic year, students have executed 
over one hundred projects.  This program provides 
students with hands-on programming experience 
and industry-domain expertise and gives campuses 
the benefit of driving industry-oriented projects.
The Wipro Academy of Software Excellence was 
established in conjunction with the Birla Institute of 
Technology and Science.  It offers science graduates 
a four-year masters degree in software engineering, 
which employees can complete on weekends.

In partnership with NIIT, Wipro developed a 
program to train non-engineering graduates for jobs 
in the engineering profession.  NIIT locates, selects, 
and trains students, and they are subsequently offered 
employment by Wipro.
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WNS

Industry:  Business Process Outsourcing Services
Description: Created in 1996 as a captive unit of 
British Airways, WNS was spun off in 2002, was the 
first Indian BPO to be listed on NYSE in 2006, and is 
one of the largest BPO companies in India.  
Revenues (FYE March 31, 2008 Estimated): $290 
million 
Total employees (FYE March 31, 2008): 18,000 
Average employee age:  24
Average age of first-line manager:  27
New employee training and development: 4–8 weeks
Existing employee training and development: 8 to 12 
days
Annual attrition rate (FYE March 31, 2008): 38%

Recruitment

Nearly two thirds of WNS’s staff perform back-office 
work; one quarter work in call centers; and 10 to 
15 percent work in knowledge-process outsourcing 
areas, including analytics, market research, business 
and financial research, and legal processes.

WNS hires college graduates with strong English 
skills for its call-center agents; college graduates with 
threshold English and strong analytical abilities for its 
back-office areas; and specialized CPAs, MBAs, and 
some PhDs for its knowledge-processing areas.  For 
front-line agents, WNS looks for candidates below 
the top tier, using a minimum threshold for academic 
marks and conducting aptitude and psychometric 
tests as well as interviews to screen and select 
candidates.

On-campus recruiting, the Internet, recruiting 
companies, and employee referrals are the company’s 
primary means of recruitment.  For recruitment 
branding, the company uses media advertising and 
recently signed up a well-known cricket player to 
serve as a brand ambassador.

Training & development

WNS’s learning group has 300 trainers and twenty 
curriculum designers, who develop and design 
classroom and “e-learning” curricula.  New 
recruits undergo four to six weeks of training, 

including pre-process training on client culture and 
communication, seven to ten days of voice-process 
and accent-neutralization training, and three to four 
weeks of process-specific training.

Existing employees receive eight to twelve 
days of training each year in presentation and 
writing, process management, quality management, 
leadership, change management, and mentoring and 
coaching, including mandatory one- to two-day time-
management courses.

WNS ranks skill requirements of a position 
in terms of difficulty on a scale of 1 to 7, ranging 
from simple data entry to high-end analytical work.  
Agents typically begin with level-1 or -2 tasks and 
are trained to master different processes of different 
complexity.  A single client can require WNS to 
engage in 150 or more processes on its behalf, and 
WNS takes advantage of fluctuations in work flow 
to train employees in new tasks by pairing them up 
with employees working in tasks related to their own.  
Employees spend 4 to 5 percent of their time in such 
on-the-job learning.

Performance management 

In order to retain experienced employees, WNS 
launched a competency-based selection and 
promotion system five years ago with the aim of 
developing leadership internally.  The identification 
and development of talent based on performance 
results is intended to increase transparency, reduce 
bias, and better match employee skills with job roles.

Managerial development

To retain employees with more than eighteen months 
of experience, the company has added a new focus 
on coaching first-level managers and improving their 
managerial skills.  It has also increased investment 
in leadership development and created greater 
leadership opportunities for younger employees.

The company launched an MBA sponsorship 
program in 2007, through arrangements with 
management institutes.  It has enrolled 150 employees 
to date.  It has also partnered with certification bodies 
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such as CIMA to develop its capabilities to train and 
accredit employees in areas such as insurance, finance 
and accounting, and travel.

All new recruits at manager level attend an 
orientation session led by the CEO that provides 
an overview of the organization and its values 
and culture.  The company also aims to encourage 
entrepreneurial skills by running each of its industry 
specializations as a separate entity.

Employee engagement & retention

WNS has made significant efforts to reduce annual 
attrition rates, which peaked at 48 percent during the 
fourth quarter of 2007.  At the beginning of 2007, the 
CEO and senior-management team agreed to forfeit 
their bonuses unless attrition was reduced below 30 
percent.

WNS spent six months comparing its retention 
strategies with those of its competitors and 
incorporated employee feedback to improve its 
employee-engagement practices.  As a result, the 
company doubled investments in training and 
development in the 2007–2008 financial year; 
launched an initiative for employees to develop 
greater domain expertise; introduced an on-site 

MBA program; increased the variable portion of its 
compensation; and increased its recruitment through 
referral programs, from 15 to 20 percent in 2006 to a 
targeted 40 percent.  The company also changed the 
induction program to have senior managers instead 
of HR personnel leading new-recruit orientation.  
Front-line managers have also been provided with 
team-management training to enhance engagement 
and mentoring skills, which has improved retention.

WNS fills the majority of its managerial positions 
internally and has made efforts to clearly map out 
career paths for employees.  The company has 
developed a quality-management career track in 
addition to the traditional project-management track.

In addition to monetary compensation, WNS 
offers non-monetary rewards, including process-
improvement awards and high-achiever awards, and 
encourages communication with employees through 
suggestion boxes.  The company has also introduced 
flexible hours for family women in non-operations 
roles where such flexibility is possible and holds 
various events, including family days, which include 
facility tours and interaction with senior managers for 
parents and family members.


