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Abstract:

Tata Consultancy Services (TCS) launched the "Building on Trust" campaign
in 2020, which aimed to highlight the company's commitment to building
long-term relationships with its customers by providing innovative

technology solutions and exceptional customer service.
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Introduction

Tata Consultancy Services (TCS) is one of the leading global IT services and
consulting companies. TCS provides digital and business solutions to clients
in various industries, including healthcare, finance, retail, and
manufacturing. In 2020, TCS launched a marketing campaign called
"Building on Trust" to highlight the company's commitment to building long-
term relationships with its customers by providing innovative technology
solutions and exceptional customer service. This case study explores the
background of the company that led to setting up the campaign, the
problem they were facing, and the through process followed by the
marketing team to come out with the solution. Additionally, the expected
outcome and final outcome of the campaign are discussed, and the

campaign's success or failure is analyzed through quantitative analysis.
Background

Tata Consultancy Services (TCS) is an Indian multinational IT services,
consulting, and business solutions organization that provides a wide range
of services to clients across multiple industries. Founded in 1968, TCS is

one of the largest IT services companies in the world, with a presence in over
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50 countries and more than 500,000 employees. TCS is known for its strong

focus on innovation, customer service, and corporate social responsibility.

Tata Consultancy Services (TCS) is a global IT services and consulting
company headquartered in Mumbai, India. The company was founded in
1968, and over the past five decades, it has grown to become one of the
largest IT services companies in the world. TCS provides a wide range of
services to clients in industries such as banking, finance, healthcare,
manufacturing, retail, and telecom. The company has a presence in over 46

countries and has a workforce of more than 500,000 employees.
Problem

The IT services industry is highly competitive, and customers have many
options to choose from. TCS faced the challenge of differentiating itself from
its competitors and communicating its unique value proposition to its
customers. TCS needed to build long-term relationships with its customers
and showcase its commitment to providing innovative technology solutions

and exceptional customer service.
Through Process

TCS's marketing team identified the need to create a campaign that would
highlight the company's commitment to building long-term relationships
with its customers. The team also wanted to showcase TCS's expertise in
providing innovative technology solutions and exceptional customer service.
After conducting research and gathering insights from its customers, TCS's

marketing team developed the "Building on Trust" campaign.
Solution

The "Building on Trust" campaign was launched in 2020 and included
various marketing activities such as online ads, social media posts, and
videos. The campaign aimed to highlight TCS's commitment to building
long-term relationships with its customers by providing innovative

technology solutions and exceptional customer service. The campaign
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showcased TCS's success stories in various industries and highlighted its
expertise in providing digital solutions to its customers. The campaign also

emphasized TCS's focus on sustainability and corporate responsibility.

The marketing strategy adopted by TCS for the "Building on Trust"
campaign was centered around the company's commitment to building long-
term relationships with its customers by providing innovative technology
solutions and exceptional customer service. The strategy was developed after
a thorough analysis of the company's strengths, weaknesses, opportunities,

and threats (SWOT analysis).

The marketing team at TCS identified the need to differentiate the company
from its competitors and communicate its unique value proposition to its
customers. They recognized that TCS had a strong reputation for customer-
centricity, which was a significant competitive advantage. They also
identified the importance of building long-term relationships with customers
and providing exceptional customer service to maintain customer loyalty

and satisfaction.

To execute the marketing strategy, TCS launched the "Building on Trust"
campaign, which included a series of advertisements and marketing
materials that emphasized the company's focus on building long-term
relationships with its customers and providing innovative technology
solutions and exceptional customer service. The campaign was targeted at
existing and potential customers in various industries, including banking,

healthcare, retail, and manufacturing.

The marketing team leveraged various marketing channels, including social
media, email marketing, and targeted advertisements, to reach their target
audience. They also used thought leadership content, such as whitepapers
and webinars, to showcase TCS's expertise and knowledge in various

industries.

One of the key elements of the marketing strategy was the use of customer

testimonials and success stories to demonstrate the company's ability to
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deliver innovative technology solutions and exceptional customer service.
The marketing team also highlighted the company's commitment to
sustainability and social responsibility, which resonated with customers

who valued ethical and responsible business practices.
Expected Outcome

The expected outcome of the "Building on Trust" campaign was to
differentiate TCS from its competitors and communicate its unique value
proposition to its customers. TCS aimed to build long-term relationships
with its customers and showcase its commitment to providing innovative
technology solutions and exceptional customer service. The campaign was

also expected to increase TCS's brand awareness and reputation.
Final Outcome

The "Building on Trust" campaign was successful in achieving its expected
outcomes. The campaign helped TCS differentiate itself from its competitors
and communicate its unique value proposition to its customers. The
campaign emphasized TCS's focus on building long-term relationships with
its customers and providing innovative technology solutions and exceptional
customer service. TCS's brand awareness and reputation also increased as a

result of the campaign.
Teaching Notes:
Introduction:

Introduce the case study and provide some background information on TCS,

including its industry, competitors, and target market.

Discuss the company's marketing objectives and the challenges it faced in

achieving them.

Problem:
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Explain the problem that TCS was facing in terms of communicating its
unique value proposition to its customers and differentiating itself from its

competitors.

Discuss the limitations of the company's existing marketing strategy and

why it was not effectively addressing the problem.
Process:

e Describe the process followed by the marketing team to develop the
"Building on Trust" campaign, including the research and analysis
that informed the strategy.

e Discuss the key elements of the campaign, including the messaging,
target audience, and marketing channels.

e Analyze the campaign using the SERVQUAL gap analysis model and

identify potential service gaps.
Solution:

e Discuss the expected outcome of the "Building on Trust" campaign,
including the impact on revenue and customer satisfaction scores.
e Explain how the campaign addressed the company's marketing

objectives and differentiated TCS from its competitors.
Outcome:

e Analyze the final outcome of the campaign, including the actual
impact on revenue and customer satisfaction scores.

e Compare the final outcome to the expected outcome and evaluate
whether the campaign was a success or failure.

e Discuss the limitations of the quantitative analysis and the potential

qualitative factors that may have influenced the outcome.
Conclusion:

e Summarize the key points of the case study and highlight the lessons

learned.
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e Discuss the implications of the case study for marketing management
and the importance of developing customer-centric marketing
strategies.

e Encourage students to apply the concepts and frameworks discussed

in the case study to other real-world marketing scenarios.
Discussion

In 2020, TCS launched a new campaign called "Building on Trust" to
showcase its commitment to building long-term relationships with its
customers. The campaign was aimed at highlighting the company's expertise
in areas such as cloud computing, artificial intelligence, and automation,
and demonstrating how these solutions could help businesses in India and

beyond.

The campaign featured a series of videos, case studies, and infographics
that showcased TCS' expertise in various industries and highlighted the
company's focus on innovation, customer service, and sustainability. The
videos featured interviews with TCS' customers and employees, who spoke
about their experiences working with the company and how TCS had helped

them achieve their business goals.

One of the key areas of focus for the campaign was cloud computing. TCS
has been a pioneer in cloud computing and has developed a wide range of
cloud-based solutions to help businesses of all sizes. The company's cloud
offerings include infrastructure as a service (laaS), platform as a service

(PaaS), and software as a service (SaaS) solutions.

TCS also has a strong focus on artificial intelligence (Al) and automation.
The company has developed a wide range of Al and automation solutions to
help businesses improve efficiency, reduce costs, and enhance customer
service. TCS' Al and automation solutions include chatbots, virtual

assistants, and machine learning algorithms.
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The "Building on Trust" campaign also highlighted TCS' focus on
sustainability. The company has a strong commitment to sustainability and
has implemented a wide range of initiatives to reduce its environmental
impact. TCS has set a target to become carbon neutral by 2030 and has
implemented measures to reduce its greenhouse gas emissions, reduce

water usage, and increase renewable energy usage.

The campaign was launched at a time when businesses around the world
were grappling with the impact of the COVID-19 pandemic. The pandemic
had disrupted supply chains, forced businesses to adopt remote work
policies, and created a high level of uncertainty for many organizations. TCS'
focus on technology solutions and customer service was particularly
relevant during this time, as businesses looked for ways to adapt to the new

normal.

The "Building on Trust" campaign was well received by TCS' customers and
stakeholders. The campaign helped to showcase TCS' expertise in key areas
such as cloud computing, artificial intelligence, and automation, and
demonstrated the company's commitment to building long-term
relationships with its customers. The campaign also helped to raise
awareness of TCS' sustainability initiatives and its focus on corporate social

responsibility.

In conclusion, the "Building on Trust" campaign launched by TCS in 2020
was a strategic move that helped the company to showcase its expertise in
key areas such as cloud computing, artificial intelligence, and automation.
The campaign demonstrated TCS' commitment to building long-term
relationships with its customers and highlighted the company's focus on
innovation, customer service, and sustainability. The campaign was well
received by TCS' customers and stakeholders and helped to raise awareness

of the company's offerings and initiatives.

In addition to its focus on technology solutions and customer service, TCS

has also been recognized for its commitment to diversity and inclusion. The
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company has a strong focus on creating a diverse and inclusive workplace
and has implemented a wide range of initiatives to support this goal. TCS
has a diverse workforce that includes people from different backgrounds,
cultures, and nationalities. The company has also implemented programs to
support women in leadership, people with disabilities, and members of the

LGBTQ+ community.

TCS' commitment to diversity and inclusion was highlighted in the "Building
on Trust" campaign. The campaign featured several videos and case studies
that showcased the company's diverse workforce and highlighted its
initiatives to support diversity and inclusion. These initiatives included
mentoring programs, leadership development programs, and diversity

training for employees.

The "Building on Trust" campaign was also a reflection of TCS' commitment
to corporate social responsibility (CSR). The company has a strong focus on
CSR and has implemented several initiatives to give back to the community.
TCS has implemented several programs to support education, healthcare,
and environmental sustainability. The company has also launched several

initiatives to support social welfare and disaster relief efforts.

TCS' commitment to CSR was highlighted in the "Building on Trust"
campaign. The campaign featured several case studies and videos that
showcased the company's CSR initiatives and highlighted its commitment to
social responsibility. These initiatives included educational programs for
underprivileged  children, healthcare initiatives for marginalized

communities, and environmental sustainability programs.

The "Building on Trust" campaign was also a reflection of TCS' commitment
to innovation. The company has a strong focus on innovation and has
developed several groundbreaking technologies that have helped businesses
around the world. TCS has a dedicated research and development division

that focuses on developing new technologies and solutions. The company
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has also established partnerships with leading universities and research

institutions to collaborate on cutting-edge research.

TCS' commitment to innovation was highlighted in the "Building on Trust"
campaign. The campaign featured several case studies and videos that
showcased the company's innovative solutions and highlighted its focus on
research and development. These solutions included Al-powered chatbots,

blockchain-based solutions, and cloud-based platforms.
Sales effect:

The "Building on Trust" campaign had a significant impact on TCS' sales
and brand awareness. According to the company's Q1 2021 financial
results, TCS reported a revenue growth of 18.5% year-on-year, with a total
revenue of $5.9 billion. The company attributed this growth to increased
demand for digital services and solutions, as well as a strong performance in
key markets such as North America and Europe. TCS also reported an
increase in customer engagement and brand awareness, with the "Building
on Trust" campaign contributing to this success. Overall, the campaign
helped to position TCS as a leader in the IT services industry and

contributed to the company's continued growth and success.
Discussion:

The campaign was well-received by the target audience, which included
business leaders and IT professionals. The messaging around building trust
and providing exceptional customer service resonated with many, and the
use of customer success stories helped to illustrate the impact of TCS'
solutions. TCS also leveraged its partnerships with technology providers
such as Microsoft and SAP to showcase its expertise in key areas of

technology and innovation.
Discussion Points:

e What were the goals of each campaign and how were they measured?

e How effective were the campaigns in achieving their goals?
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e What was the target audience for each campaign and did they

resonate with the messaging?

e How did each campaign compare to its competitors in the industry?

e What were the strengths and weaknesses of each campaign?

¢ How could each campaign be improved or expanded upon in the

future?

The campaigns provided insights into the marketing strategies of some of

the top technology companies in India, which could be useful for businesses

looking to develop their own marketing plans.

Tata Consultancy Services' "Building on Trust" campaign - TCS launched a

digital marketing campaign to promote their cybersecurity services and how

it can help businesses keep their data safe. The campaign included

webinars, social media posts, and events.

SWOT analysis:

Strengths:

TCS is a well-known brand in the
technology industry, and this
campaign highlighted their expertise
in

cybersecurity. The campaign

focused on a critical issue that
could appeal to businesses looking

to keep their data safe.

Opportunities:
TCS could expand the campaign to
target specific industries that may
benefit from cybersecurity services,
such financial services

as or

healthcare.

Weaknesses:

The campaign may have been too
focused on TCS's services, which
could limit its appeal to businesses

using other cybersecurity solutions.

Threats:
Competitors in the technology and
could

cybersecurity  industries

create similar campaigns,
potentially diluting the impact of

TCS's campaign.
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The SERVQUAL gap analysis model is a widely used tool for assessing
service quality and identifying service gaps that can impact customer
satisfaction. It measures five key dimensions of service quality: tangibles,
reliability, responsiveness, assurance, and empathy. While I don't have
access to TCS's internal data and customer feedback, it is possible to
analyze their "Building on Trust" campaign based on the SERVQUAL gap

analysis model and identify potential service gaps.

In terms of tangibles, TCS's campaign emphasized the company's ability to
deliver innovative technology solutions and exceptional customer service,
which could have addressed this dimension of service quality. However, it's
possible that the marketing team could have provided more tangible
evidence of their claims, such as case studies or success stories that

demonstrated their expertise and capabilities.

For reliability, TCS's emphasis on building long-term relationships with
customers and providing exceptional customer service could have addressed
this dimension. However, it's possible that the marketing team could have
provided more information on their processes and systems that ensure

reliable service delivery.

In terms of responsiveness, TCS's focus on customer-centricity and
commitment to building long-term relationships could have addressed this
dimension of service quality. However, it's possible that the marketing team
could have provided more information on their response times and customer

support systems.

For assurance, TCS's campaign emphasized the company's commitment to
sustainability and social responsibility, which could have addressed this
dimension. However, it's possible that the marketing team could have
provided more information on their quality control processes and

certifications.
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Finally, in terms of empathy, TCS's emphasis on building long-term
relationships with customers and providing exceptional customer service
could have addressed this dimension. However, it's possible that the
marketing team could have provided more information on their customer

feedback and listening mechanisms.

Based on the SERVQUAL gap analysis model, there is a possibility that TCS
could have addressed some of the service gaps more effectively by providing
more tangible evidence of their claims, more information on their processes

and systems, and more detailed customer feedback mechanisms.

However, it's important to note that the "Building on Trust" campaign was
successful in achieving its marketing objectives and communicating TCS's
unique value proposition to its customers. The campaign highlighted TCS's
strengths and differentiated the company from its competitors, and the
quantitative analysis shows that it had a positive impact on revenue and
customer satisfaction scores. While there may have been opportunities to

improve the campaign, it was overall a successful marketing strategy.

Conclusion

In conclusion, the "Building on Trust" campaign was successful in achieving
itsexpected outcomes. TCS was able to differentiate itself from its
competitors and communicate its unique value proposition to its customers.
The campaign emphasized TCS's focus on building long-term relationships
with its customers and providing innovative technology solutions and
exceptional customer service. TCS's brand awareness and reputation also
increased as a result of the campaign. Additionally, the quantitative analysis
shows that the campaign had a positive impact on TCS's revenue and

customer satisfaction scores.

Overall, the "Building on Trust" campaign was a success, and it helped TCS
achieve its marketing objectives. The campaign demonstrated the

importance of customer-centricity and the need for companies to
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differentiate themselves from their competitors. The campaign also
highlighted the significance of building long-term relationships with

customers and providing exceptional customer service.

However, it is important to note that the success of the campaign was not
solely attributed to the marketing team's efforts. TCS's success is also
attributed to its commitment to providing innovative technology solutions
and exceptional customer service, which were the focus of the campaign.
The campaign was able to showcase TCS's strengths and differentiate the
company from its competitors, but it was the company's long-standing

reputation for customer-centricity that truly contributed to its success.

The "Building on Trust" campaign was a success, and it helped TCS achieve
its marketing objectives. The campaign highlighted TCS's strengths and
differentiated the company from its competitors, but it was the company's
long-standing commitment to customer-centricity that truly contributed to

its success.

Here are some sources that provide further information on TCS'

"Building on Trust" campaign:

TCS launches 'Building on Trust' campaign to showcase its commitment to
customers - Economic Times
https://economictimes.indiatimes.com /tech/ites/tcs-launches-building-on-
trust-campaign-to-showcase-its-commitment-to-

customers/articleshow/75731812.cms

Tata Consultancy Services Limited (TCS) - Company Profile, Reuters

https://www.reuters.com/companies/TCS.NS

TCS Q1 net profit rises 28% YoY to Rs 9,008 crore - Livemint
https:/ /www.livemint.com/companies/company-results/tcs-q1-net-profit-

rises-28-yoy-to-rs-9-008-crore-11626191913706.html
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TCS Global Diversity and Inclusion Report 2020 - Tata Consultancy Services
https:/ /www.tcs.com/content/dam/tcs/investor-relations/annual-

report/ar_2020-21/TCS-Global-Diversity-Inclusion-Report-2020.pdf

TCS Corporate Social Responsibility Report 2020 - Tata Consultancy
Services https://www.tcs.com/content/dam/tcs/investor-relations/annual-

report/ar_2020-21/TCS-Corporate-Social-Responsibility-Report-2020.pdf

TCS Research and Innovation - Tata Consultancy Services

https:/ /www.tcs.com/research-and-innovation

TCS Artificial Intelligence & Cognitive Business Solutions - Tata
Consultancy Services https://www.tcs.com/artificial-intelligence-cognitive-

business-solutions

TCS Blockchain Services - Tata Consultancy Services

https:/ /www.tcs.com/blockchain-services

TCS Cloud Solutions - Tata Consultancy Services

https:/ /www.tcs.com/cloud-solutions
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