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Executive Summary
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NPS and Its Role in IT Transition



Knowledge Gathering

SLA Adherence



Auditing the Availability and Quality of Documentation
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Figure 2: Comparison Between Transition Reality and Customer Perception

Reality vs. Perception of IT Transition
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Figure 3: Gaps in Traditional Transition Models

Satisfaction Score (TSAT)
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Traditional      Limitations of 
Transition Models
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Figure 4: Critical Pillars of NPS Management Framework
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Perception Management

� Structured communication to stakeholders

� Share "what has changed Vs what remains 

same"

� Reinforce leadership presence

Emphasis on Communication clarity

Experience Stabilization

� Introduce Hypercare phase post go-live

� Focus on faster SLAs than contracted

� Dedicated SWAT team to handle escalations

Emphasis on Customer-facing stabilization

� Demonstrate ownership (not dependency on SMEs)

� BAU simulation before handover

� Walkthrough sessions (show-and-tell)

� Reduction in repeated queries

� Building trust through predictability dashboards   

(not just SLAs)

Emphasis on Demonstrating controls

� Frequent monitoring of NPS

� Action closure tracking

� Transparent sharing of improvement plans

Emphasis on Improving NPS
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At this continuous improvement stage, 
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Figure 5: Phased Implementation Roadmap



NPS Management Pillar Tech Mahindra Practices Across the Transition Lifecycle

Perception Management
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Experience Stabilization
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