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EXECUTIVE SUMMARY 

With a few notable exceptions, óbest practiceô talent management policies and processes 

from North America apply fairly well in India.  Where there are discrepancies, they relate 

to these key differences between the support industry in India and North America: 

¶ Location, location, location.  Indian workers often feel ñout of the loopò or not 

part of the corporate family in companies with large headquarters in North 

America.  Companies that actively work to bridge this gap have higher employee 

satisfaction as a result.   

¶ Attrition rates.  One striking difference between North American and Indian 

support organizations is attrition rates:  13% in the US, 23% in India1.  This 

means much more resources are spent hiring and interviewing, and a continually 

large workforce of raw talent must be trained.  The role of managers and team 

leads must be more collaborative and less managerial in this environment, acting 

as coach and mentor.   

¶ Demand/supply mismatch.  India offers a huge talent pool of technical 

graduates, but companies in the survey report that interview to offer ratios are as 

low as ten percent due to candidates having inadequate communication and 

customer service skills.  Longer term, better partnership between technology 

companies and academia is needed to ensure graduates have the necessary soft 

and business skills to accompany their technical expertise. 

With as estimated 1.2 million graduates with technical degrees being minted annually in 

India, the technical support industry needs better positioning to attract, manage and 

retain the best and brightest for Indian support operations.  This paper will define the 

best practices identified through surveys of the top technology companies with large 

Indian product support centers, as well as provide recommendations for improving the 

Talent Management Lifecycle in emerging markets. 
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Indiaôs Unique Employment Ecosystem 

In an effort to lower operating costs, the technology industry began creating global 

support strategies over a decade ago, and with its huge number of engineering graduates 

with English proficiency, India quickly emerged as a primary center for both owned and 

outsourced offshore support. 

Today, SSPA members have a significant percentage of technical support resources 

offshore.  Across all members, 11% of support organization employees are offshore; 

another 6% are outsourced offshore.  As seen in Figure 1, the offshore percentages are 

higher for certain segments, particularly for Business Services companies, with 20% of 

the support organization being offshore employees and 29% being outsourced offshore 

workers.   

Figure 1  Onshore vs. Offshore Support Staff 
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requiring technical degrees.  The picture is radically different in India, with an estimated 

1.2 million annual graduates with technical degrees: 

¶ India produces around 550,000 engineer graduates from approximately 1650 

engineering colleges in the country. 

¶ In addition, there are also approximately 500,000 science graduates dispersed 

over 15,000+ colleges. 

¶ India also has over 1300+ Industrial Training Institutes (ITIs) that produce 

approximately 150,000 diploma-holders annually. 

This does not mean, however, that filling technical support roles is a trivial task. Top 

candidates are quickly recruited for higher paying and more prestigious positions within 

IT and development, and while there remain very large pools of candidates applying for 

support roles, only a small percentage have the required verbal ability, analytical 

reasoning and process orientation to assume customer facing roles without significant 

training. 

This report is intended to provide insight into best practices to not only reduce attrition 

rates, but to improve the way candidates view support positions to make attracting top 

talent less onerous. 
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Addressing the Talent Management Lifecycle 

For North American companies, operating support centers in India is an excellent way to 

leverage the enormous pool of technical talent graduating each year. However, the 

unique ecosystem of India creates some challenges for companies whose employee 

programs were originally developed primarily for North American and European 

employees. 

Figure 2  The Talent Management Lifecycle 
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¶ Enable faster ramp-up of new centers by understanding how North American-

centric employee programs and processes must evolve to meet the unique 

employment ecosystem of India. 

¶ Promote support as a career by eliminating roadblocks contributing to high 

attrition rates, improving employee satisfaction, and helping support professionals 

realize their full potential. 

SSPA member and partner companies participating in the Talent Management in 

Emerging Markets Committee are Avaya, Cisco, EMC, Impact Learning, MeritTrac, 

Microsoft, Oracle, Sun, Symantec, and Television Eighteen India, Ltd.  A complete listing 

of individual participants is included in the Appendix. 

The data in this study is not specific to any of the above companies but representative of 

a larger cross section of technology companies having Product Support Operations in 

India that were surveyed. 

Committee participants included experienced, predominantly India-based senior support 

managers who formed three teams to focus on the three phases of the Talent 

Management Lifecycle:  Attract, Develop, Retain.  Each team conducted interviews and 

developed a set of findings and recommendations based on survey data, interview results 

and inherent knowledge of India economic and employment factors. This report 

represents those findings and recommendations, as well as additional input gained from 

cross-team and SSPA collaboration. 
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TALENT ATTRACTION 

The first stage of the Talent Management Lifecycle is Talent Attraction, and committee 

members conducted interviews with support and human resource managers, as well as 

Level 1 technical support engineers (TSEs), to identify best practices in the following 

areas: 

ω Talent Map. This section addresses the demand for support professionals in India 

and defines an ideal profile of this professional ï in terms of educational 

background, experience levels and critical skill sets. On the supply side, the 

quantity and quality of skills in India are assessed as well as the ability of the 

supply to meet projected demand. 

ω Talent Value Proposition. This section identifies the main drivers that attract 

professionals to seek a career in the support services industry, and makes 

recommendations on what the industry can do to help job candidates see support 

as an enriching and rewarding career option. 

ω Talent Sourcing.  How do companies best identify candidates for support 

positions?  This section looks at the multiple avenues for employee recruitment, 

offering best practices and recommendations for leveraging recruitment agencies, 

employee referral programs, and other sourcing options. 

Talent Map Findings 

The talent map for potential support candidates highlights a core conflict between supply 

and demand:  though as already discussed, India has approximately 1.2M new graduates 

each year with technical degrees; the primary demand is for more experienced workers.  

A conflict also exists when recruiting new college grads, as the skills preferred by support 

recruiters do not necessarily map to the skills emphasized in technical programs in 

colleges, universities and IT training institutes.  In fact, according to the majority of 

companies surveyed, support organizations have an average interview to hire ratio of ten 

percent or lessða huge productivity hit for hiring managers who must devote enormous 

blocks of time to interviewing candidates and then only extend offers to a minute percent. 
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Figure 3  Ideal Years of Experience vs. Available Workforce 

 

 

 

 

 

 

 

 

 

 

As seen in Figure 3, when hiring managers were surveyed, the overwhelming majority, 

73%, defined the ideal candidate as having more than two years of experience.  The 
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years of experience, composes only 26% of the current workforce. 
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Figure 4  Rating Criticality of Skill Sets in New Hires 

 

 

 

 

 

 

 

 

 

 

 

As seen in Figure 4, when asked how important key abilities are in support candidates, 
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ω Revise requirements for experience.  Hiring managers must reset 

expectations on the experience level of candidates, and be better prepared to 

leverage the growing pool of new technical graduates.  New hire screening should 

focus on identifying candidates with the aptitude for diagnostics and process, as 

well as strong communication and spoken English skills, in lieu of industry 

experience. 

ω Look beyond Tier-1 schools.  There is a war for top technical talent between IT 

Services, Product Development, Core Engineering, R&D, etc., and attracting 

graduates from Tier-1 engineering schools is very difficult for the product support 

industry.  The support industry should instead try to attract talent from Tier-2 

engineering schools, at which compensation is one of the major factors students 

use to select a career. However, even to entice Tier-2 graduates a concerted 

effort is required to raise the awareness of the career options the product support 

industry provides. Negative perceptions of the support industry, such as high 

volume call center work, night shifts, monotonous problems, low pay, etc., must 

be addressed, with distinctions drawn between technology product support and 

low-skilled, high volume contact center work.   

ω Consider ñtrain and hireò models.  With the industry still evolving and the 

competition within and outside the industry for experienced professionals, it is 

recommended to explore ñtrain and hireò models, in which training organizations 

deliver specific training and provide the relevant hands-on experience for the 

candidates and then deploy them to the support industry.   This model is already 

in place in India for workers from socially or economically disadvantaged 

backgrounds, though training for support has not been a program focus so far. 

ω Improve applicant screening methods.  The fact that ten percent or less of 

candidates interviewed receive an offer highlights that few applicants meet the 

stringent requirements for complex technical support roles.  Companies need to 

devote more time to creating profiles of desired candidates and define more 

stringent applicant screening processes to minimize the time hiring managers 

spend interviewing unqualified candidates. 

ω Partner with academia. To work towards creating a certified talent pool for the 

support industry in the longer terms, companies should partner with academia. 

Individual colleges may be interested in imparting such custom-built curriculum as 

employment and employability is a key focus area for most degree programs in 

India. 
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Talent Value Proposition Findings 

What attracts candidates to a support role, or to a specific company?  With so many 

companies competing for top talent, it is important to understand the value proposition 

that drives employment choices.  To identify what drives candidates to consider a 

support role, the Talent Management in Emerging Markets Committee not only 

interviewed hiring managers about recruitment, but also surveyed a group of front line 

technical support representatives.  This section includes the key findings from these 

surveys. 

Figure 5  What Do Applicants Look For? 

 

 

 

 

 

 

 

 

 

 

 

Figure 5 shows the key value propositions that encourage workers to consider a role in 

support, as well as the specific attributes that attract them to a specific company.  

Developing skills in emerging and/or established technologies is the primary value 

proposition, with 29%, followed by the opportunity to grow or advance within a technical 
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When deciding for which company to work, 20% of those surveyed said they gravitate 

toward environments with the most opportunity for personal growth.  Corporate work 

culture came in a close second, with 18%. Surprisingly, being an industry leader or 

having best in class technology or products placed a distant third, with 9% each. 

Figure 6  Preferred Career Paths for Technical Support Engineers 
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assurance/testing and development proved less attractive, with 13% and 5%, 

respectively. 

It cannot be ignored that roles in product support are generally viewed as less desirable 

than other technical career options, and to better understand this, TSEs were asked what 

they didnôt like about the job, or what made a support role less attractive. When asked 

about the downside of working in a support services role, 38% of respondents listed ólack 

of job diversityô or óexposure to other businesses or aspects of customer lifecycle;ô many 

of them adding that this led to job monotony. Long hours and the stress associated with 

trying to draw a fine balance between the personal and the professional was the second 

biggest issue, with 19%. Another major factor leading to dilution of the value proposition 

was the impression that with increasing emphasis on specialization, the skill base of the 

engineer is narrowed down to a few select products only.  

Talent Value Proposition Recommendations 

Support managers are not trained as career counselors, but in effect, that is a key part of 

their job.  Candidates accepting positions as support engineers typically view the role as 

their first step toward a career in another part of the company, or with another firm.  

Start discussions early with each employee about their long term career plans, and be 

sure to map their current job responsibilities to these goals.  Employees are less likely to 

hop jobs if they can clearly see how their current position will help them achieve a longer 

term career aspiration. 

Based on the findings above, recommendations to enhance the value proposition of the 

support services profile are: 

¶ Define a growth path within support.   In order to position the Support 

Services industry as a viable and long-term career option, support organizations 

should put on offer the full range of support-related career options and encourage 

employees to interact with these roles to learn more about them.  With support 

expanding to include technical account management, services revenue positions, 

services product management and marketing, professional services, as well as 

technical support management roles, a career path within support offers 

increasingly diverse options. 

¶ Offer a structured technical path.  For those not interested in the management 

route, be sure to have a credible growth path at the engineer level on the 

technical/ technical management front. This could mean opportunities to learn 

new technologies, as well as growth in techno-managerial roles, e.g. New Product 

Introduction, Service Readiness, Product Management etc. Many support services 
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professionals are excited about roles that enable them to stay at the forefront of 

technology as well as offering them a flavor of customer insight and program 

management. 

¶ Introduce more decentralized and local decision-making. With stated 

aspirations of growth in Strategic/ Change management roles, global companies 

should look at leveraging the acumen of professionals in emerging countries in 

strategic as well as technical management roles. Working with senior IT/ business 

representatives from across the globe provides engineers in technical support 

exposure to the global market place, reinforcing strong communication skills, both 

written and verbal. 

¶ Build bridges with product groups.  With more companies introducing óVoice of 

the Customerô initiatives, having technical support work closely with product 

management, providing input on features that will most impact customers and 

product supportability, is emerging as an industry best practice.  Not only does 

this collaboration provide support engineers with more job satisfaction as their 

sphere of influence increases, but there are also opportunities for support and 

development to better understand each otherôs roles as well as provide more 

visibility for support techs interested in a development career path. 

Talent Sourcing Findings 

With high attrition rates and expanding operations, support centers in India are always 

searching for talent.  This section will explore the various sourcing channels and provide 

insight on the effectiveness of each. 
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Figure 7  Real World vs. Ideal Sourcing Ratios 
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now available via portals. Job portals have matured in India and are now 

becoming a dominant sourcing strategy. 

¶ Newspaper ads. A call for resumes via newspaper advertisements generates a 

high level of responses, however the applicants are not of the highest caliber and 

ultimately this source offers very low conversions. Newspaper ads may be good as 

a one-time exercise to announce hiring initiates to the market. 

¶ Job fairs. Similar to newspaper ads, job fairs are a good way to gain visibility for 

a new company or a new project.  Job fairs deliver a high level of responses, but 

according to committee members, the candidates are not of the highest quality 

and ultimately deliver a low conversion rate.   

¶ Colleges.  Hiring from colleges is not the most viable option, given the 

competition for top talent.  However, to build a future pool of candidates, having 

relationships with local colleges is critical. In general, candidates recruited from 

colleges, if trained well, can become good assets to the company. Lead time is 

high, but with good returns. 

¶ Employee Referral Programs.  This source offers a high likelihood of success as 

employees know the type of person required for a role and recommend friends 

they think will perform well.  The employee referral rate varies depending on the 

positioning and management of the program in different companies, with the 

average ERP rate in the industry around 30% and a well executed program 

contributing closer to 40%.  Recommendations for creating an effective ERP will 

be addressed in the recommendations section. 

¶ Websites.  Discussion forums and blogging can aid in sending out positive 

messages to the market place. Holding technical seminars, webcasts, podcasts, 

etc. to showcase your operation and the career path for new hires is an emerging 

best practice. 

Talent Sourcing Recommendations 

Sourcing strategies need to be revisited to be sure viable candidates are not being 

overlooked or discouraged from applying.  Two primary examples are: 

¶ Itôs a manôs world--today.  While women represent approximately 35-40% of 

the 1.2M technical graduates entering the industry each year, 70% of companies 

surveyed said women represent 15% or less of their support workforces.  

Common complaints about support as a career for women include concerns about 

overnight shifts and time demands interfering with family responsibilities.  As 

described in a previous section, ñhire and trainò programs exist to introduce more 

women into support positions, and companies should consider changes to position 
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descriptions and offer flexible scheduling to address concerns from female 

candidates. 

¶ Technical skills can be learned.  When surveyed, the majority of hiring 

managers say they would ideally like 80% of new hires to have an engineering or 

other technical degree.  Though the talent pool with no professional qualifications 

or technical degree cost 20-25% less, this segment is often overlooked.  While 

additional technical training would be required, consider screening non-technical 

applicants for strong communication and English skillsðsomething the industry 

has struggled to successfully achieve with on the job training. 

Employee referral programs have proven an effective way to source new talent for 

support roles, and judging from the survey results companies are taking great advantage 

of these programs.  However, if a company goes too far via this sourcing channel, for 

example offering overly generous rewards, the overall quality of referrals will go down as 

TSEs refer ñpoor fitsò just to receive the additional compensation.  Successful employee 

referral programs include the following elements: 

¶ Visibility and clarity of the position requirements.  

¶ Simple and user friendly tools for forwarding positions to friends and family, as 

well as streamlined tools to collect and process applications.  

¶ Quick processing of referrals and transparent and timely feedback to both 

applicant and employee. 

¶ Inclusion of all the employees in the program, including regular workers, contract 

workers, and even new hires yet to complete training.   

¶ Campaigns for the program should be continual, not just once or twice a year, so 

employees are frequently reminded of the program and rewards. 

¶ Rewards/incentives are not limited to cash.  Some programs include comp time, 

vacations, or electronic gifts.  

¶ Escalating rewards are also recommended for employees who refer multiple 

successful candidates within a time period. 

¶ Supporting information that can help employees spread the word, such as flyers 

and handouts. Also, provide content employees can forward via email or post on 

their blogs or other external sites used to interact with friends. 
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TALENT DEVELOPMENT 

The second stage of the Talent Management Lifecycle is Talent Development, which 

addresses the processes to train and mentor employees so they are not only effective, 

but continually challenged and encouraged to grow. Committee members conducted 

surveys with India-based support and human resource managers to identify best 

practices in the following areas: 

Table 1: Talent Development: Readiness to Specialization 

 Readiness Grow Specialize 

Who Support Engineer SME 
Front-line Managers 

Product Specialists 
Program Managers 
Functional Managers 
Customer Managers 
Support Management 

What Effectively resolve cus-
tomer cases while meeting 
defined performance stan-
dards 

Value add to organization 
through performance maximi-
zation on a continuous basis 

Enable individuals to meet the 
evolving needs of the organi-
zation beyond core support 
delivery 

When 0-24 months 2-5 years 5+ years 

 

¶ Talent Readiness. This section addresses the competency framework for support 

professionals, the learning methodologies used to train employees on both 

technical and soft skills, how to assess the readiness of employees for live 

customer interactions, and benchmarks to monitor to ensure quality talent. After 

the initial six months of readiness training, this period is used to refine technical 

and customer service skills and help TSEs achieve and sustain performance 

targets. 

¶ Talent Growth. For the growth area, surveys identified best practices for 

managing and mentoring talent, as well as how to continually refine skills, 

increase technical knowledge of products and infrastructure, and encourage cross-

training on additional products or services. 

¶ Talent Specialization. As TSEs mature through the support organization, an 

approach to keep talented TSEs from moving to other departments or other 

companies is talent specialization, allowing support engineers to become experts 

on a given product or service and opening the door for increased global visibility 

and leadership roles. 
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Talent Readiness Findings 

In general, survey respondents rate their new hire training programs well, approving of 

both the time allotted and overall effectiveness of the training.  However, with the 

emphasis on technical product training, the survey data suggests that companies are not 

putting enough emphasis on softer skills, including accent and language, diagnostic skills 

and business acumen. 

Figure 8  Respondents Rate Time and Effectiveness of Training Programs 

 

 

 

 

 

 

 

 

 

 

As seen in Figure 8, 75% of respondents felt the time allocated to train support engineers 

was adequate, with 32% strongly agreeing that their programs had the right length.  14% 

disagreed with the statement, and no respondents strongly disagreed.  Similarly, when 

asked about the effectiveness of the technical training program compared to other 

companies, 76% felt their program compared favorably, with 25% saying their program 

was extremely effective compared to others.  While 18% of those surveyed felt their 

technical training was just average compared to other companies, no respondents found 

their own program to be ineffective. 
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When looking at the subjects or modules addressed in training, survey results show 

training programs are well aligned with the perceived importance of various modules, as 

seen in Figure 9.  Respondents were asked to rank the relative importance of five 

modules (whether or not the modules existing in their own companyôs training program), 

and it is no surprise that product technical training received the highest ranking, 

averaging 3.86 on a 5-point scale.  In fact, 61% of respondents ranked product technical 

training as the most important module.  Customer service skills came in as the second 

most important module, with an average score of 3.28, followed by diagnostic skills 

training.  Language/accent training and business acumen rated lowest in the rankings. 

Figure 9  Comparing Importance of Subjects with Existing Training Modules 

 

 

 

 

 

 

 

 

 

 

 

These perceived importance rankings align well with existing training programs.  100% of 

companies surveyed include technical product training, 89% offer customer service skills 

training, and 83% include problem diagnostic training in the new hire readiness program.  

While the majority of companies, 77%, also include language/accent training, business 

acumen proved a rare module, with only 3% of respondents indicating their companies 

included this subject in new hire training. 
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Figure 1 0  Comparing Duration of Technical and Language Training 

 

 

 

 

 

 

 

 

 

 

 

The best example of where training priorities need to shift is highlighted by comparing 

technical and language training. As seen in Figure 10, 51% of companies surveyed offer 

one to two months of product technical training, with 40% averaging three to four 

months.  Voice and accent training  is not only perceived as a low priority (as seen in 

Figure 9), it only comprises one week of total training time for 43% of surveyed 

companies (which encompassed both consumer and enterprise facing support 

organizations). 

Talent Readiness Recommendations 

North American technology companies have worked years to develop effective training 

programs for new support engineers, and have used that experience to create large-scale 

new hire readiness programs for offshore employees.  The emphasis is on instilling deep 

product technical knowledge enabling technicians to identify and resolve problems 

immediately after they ñgo liveò with customers.   
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The following recommendations are made to help improve talent readiness for India-

based support technicians: 

¶ Create industry wide certification.  While many programs exist to certify TSEs 

for various skill sets, including individual certification programs from the SSPA, no 

single standard or program has been adopted industry wide.  Survey respondents 

reported that while 47% of companies used these programs for ongoing employee 

development, only 10% required candidates to be certified prior to being hired.  If 

the industry could agree on a set of standards, this skills training and certification 

could be included in technical degree programs, producing graduates with a basic 

understanding of customer service and diagnostic skills. 

¶ Update training approaches.  The survey of support and human resource 

managers showed that half of new hire training was instructor led classroom 

training (35% onsite, 15% offsite). eLearning, or self-paced computer-based 

training, represented a much smaller percentage, as seen in Figure 11.  While 

traditional classroom training has historically been the most effective method, 

companies should realize that younger demographics learn in different ways than 

previous generations, and training methods must evolve to meet the needs of 

younger workers.   

Figure 1 1  Mix of Training Methods Used in New Hire Training 
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North American companies are finding that Generation-Y employees, those age 

19-30, learn better in collaborative, hands-on environments, and Indian youth, 

coming of age with more exposure to the Internet, mobile devices and social 

networking, will also benefit from new training approaches.  Companies should 

begin shifting training time toward aggressive fast track boot camps, with early 

introduction to real-world case work, as opposed to long cycles of classroom 

training. 

¶ Improve balance of technical and soft skills training.  The most technically 

proficient TSE cannot be effective without appropriate skills for customer service, 

diagnostic abilities and business process orientation.  While product-specific 

technical training is, of course, critical to the success of a support engineer, if 

companies do not make increased investments to balance technical skills with soft 

skills, support employees will struggle to be successful. 

Talent Growth Findings 

Providing ongoing training and mentoring is critical to continually allow engineers to grow 

and remain engaged with their job duties.  With high attrition rates, Indian support 

centers are particularly challenged to show career paths to support employees to avoid 

them seeking jobs elsewhere.  While the final section of this paper is dedicated to talent 

retention, this section will explore the high attrition rates and the role of mentoring in 

talent growth. 

As discussed in the talent attraction section, there is great demand for experienced 

support engineers.  Once engineers have completed their first year as a support 

technician, particularly if they are performing well according to departmental benchmarks, 

they begin to look very attractive to other companies and can likely negotiate a higher 

salary to switch jobs.  This puts enormous pressure on support management to be sure 

their employees are continually challenged and provided with career planning, hopefully 

avoiding high attrition rates. 
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Figure 1 2  Average Time in Position for Support Engineers 

 

 

 

 

 

 

 

 

 

 

As seen in Figure 12, the average tenure of a support engineer is brief, with 48% of 

companies surveyed saying the average tenure is 12-24 months.  Only 10% of support 

techs stay in a support role for more than 4 years.  Not only are experienced reps in 

great demand by other companies, but the accompanying chart shows that rapidly 

expanding Indian support centers are cannibalizing the talent pool with quick promotions:  

30% of promotions occur after only 12-24 months on the job. 

On the positive side, rapid advancement for top talent creates a competitive environment 

with very visible rewards, encouraging new hires to work hard and perform well.  On the 

negative side, continually pulling high performing techs out of a customer-facing role 

means the average experience level of support centers remains low. 

Viewing these charts side by side also clarifies a contributing factor to high employee 

attrition.  When support engineers see colleagues promoted after only a year on the job, 

they too expect a fast promotion, and if one isnôt received they are more likely to look for 

a job elsewhere where their experience will be recognized and rewarded. 

Mentoring plays a key role in coaching employees and identifying when promising talent 

may be ready for additional responsibilities.  When surveyed, 73% of respondents said 
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dedicated development programs and mentoring was óExtremely Important.ô  Another 21% 

said mentoring was óImportant.ô As shown earlier on Figure 6, support employees are 

fairly evenly distributed with a preference for people management, a technical track, or a 

role in change management/strategy.  Career planning and mentoring emerges as a 

critical element for the growth of engineers, to: 

¶ Show the career options available.  The skills learned as a technical support 

engineer offer employees a wide range of career options.  Their in-depth 

understanding of a companyôs technology is desirable within development.  Their 

customer-centric view of how products are used in real-world environments 

makes them an asset to product management and quality assurance roles.  Their 

honed diagnostic skills can easily be leveraged in change management and 

strategy roles, as they foresee the impacts of decisions.  Mentoring acquaints 

employees with other departments and the work each performs, as well as 

helping TSEs identify possible career paths. 

¶ Tailor assignments toward areas of interest.  Another key aspect of 

mentoring is linking an engineerôs current job assignments to future areas of 

interest.  Knowledgebase content creation and maintenance, involvement in Beta 

test programs, piloting new processes or testing new support technology, etc., are 

all good ways for employees to take on additional responsibilities and learn more 

about possible areas of specialization. 

¶ Avoid TSEs jumping at a fast promotion that doesnôt meet career goals.  

Being promoted to a support lead may be the most obvious path for support 

engineers.  But since only about one-third of TSEs surveyed expressed interest in 

a people management role, there is a risk that techs may jump at a fast 

promotion, even if it doesnôt meet their longer term career objectives.  Mentoring 

keeps TSEs on track toward their goals. 

Talent Growth Recommendations 

With attrition rates twice that of North America, TSEs averaging less than two years in 

position, and rapid growth meaning there are many opportunities for advancement inside 

and outside the company, talent growth is a critical stage in the employee lifecycle.  

During this time engineers learn about the company as a whole, how other departments 

interact with the support, and ideally they identify area of interest for future 

specialization.  Recommendations for talent growth include: 

¶ Provide global exposure.  As will be discussed more fully in the talent 

engagement section, an important element of job satisfaction for offshore TSEs is 

that they feel a part of the global enterprise.  To encourage this, be sure to 
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provide clear linkage of support center and individual performance to overall 

corporate success. Also, look for opportunities for engineers to interact and 

collaborate with other departments and other geographies. 

¶ Enable real-world learning.  TSEs can radically improve customer service skills 

and problem solving abilities by better understanding customers and how they use 

the companyôs technology.  Consider programs involving customer site visits and 

customer sponsorship/adoption to enable technicians to more closely interact with 

customers and understand how they leverage the technology to solve business 

problems. 

¶ Identify opportunities to showcase talent.  Give TSEs the opportunity to lead 

special projects or team assignments to assess the leadership potential of younger 

workers and promote collaborative work.  Involve TSEs in the product life cycle by 

óloaningô techs to product management and QA to assist in new product testing 

and Beta programs. 

¶ Define competency maps to aid in career planning.  73% of those surveyed 

said their company had a formal process for mapping the required competencies 

for supporting products and services to staff abilities.  Expanding this program to 

include competency maps for support management roles, as well as positions in 

other departments, helps techs understand where their strengths would lend 

themselves as well as highlighting areas in which to improve with an eye toward a 

desired future position. 

Talent Specialization Findings 

With Voice of the Customer initiatives giving support increased visibility and influence 

with product development and professional services, and support services being viewed 

with new respect in light of rising service revenues, todayôs support organizations have 

an expanding list of specialization roles.  These roles allow support technicians to pursue 

an area of interest that leverages their particular skills, offering career advancement 

without leaving the support organization.  In this section, the adoption of various 

specialization roles within Indian tech support centers will be highlighted. 
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Figure 1 3  Talent Specialization:  Services Marketing, Technical Operations 
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Figure 1 4  Talent Specialization: R&D, Business Operations 

 

 

 

 

 

 

 

 

 

 

As seen in Figures 13 and 14, specialization areas within support include: 

¶ Services Marketing.  What is the value proposition for new service offerings, 

and what tools does sales need to sell new offerings effectively?  Services 

Marketing offers support professionals with a deep understanding of how 

companies leverage products and services an opportunity to help communicate 

the business value of the technology and its accompanying service options.  39% 

of companies surveyed have a role tasked with bolstering value offerings to 

customers (i.e., self-service, knowledge content, etc.); 27% have a role for 

planning service delivery capabilities; 23% have a role for designing the overall 

portfolio of services. 

¶ Delivery Logistics/Technical Operations. With customer expectations rising 

and new support channels such as discussion forums emerging, roles in technical 

operations make sure support organizations are using leading edge support 

technology and support models.  37% of companies surveyed offered a role for 

designing, implementing and monitoring delivery processes and quality control; 

30% have a role for evaluating and planning service delivery tools and 

infrastructure; 28% offer a role for support model design and innovation. 
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¶ Research and Development.  Support engineers understand the impact of bugs 

and features on customers, and can offer excellent insight into prioritizing 

enhancements for future releases.  Companies surveyed showed strong adoption 

for R&D roles within support, including 34% with a role for driving product 

improvements, 32% offering a role for advanced product support training, and 

31% including a role for service readiness planning. 

¶ Business Planning and Operations.  While the scope of support is increasing, 

core business planning and support operations continues to be critical for success, 

understanding employee productivity and interaction costs across a wide range of 

channels and support offerings.  36% of companies surveyed offered a role for 

engineer productivity and efficiency benchmarking, 32% have a role for business 

analyst, and 28% offer a role creating cost benchmarks by product and customer 

segmentation. 

Talent Specialization Recommendations 

Talent specialization is a win:win proposal for Indian support centers.  Not only does it 

provide a career path for support engineers to discourage job turnover, but it also 

leverages the expertise of season support professionals in new ways to improve support 

programs and processes. 

¶ Extend specialist functions to include global contribution.  When defining 

specialist roles, be sure to include some element of interaction and collaboration 

with similar or related departments in other geographies.  Customer and 

technology insight from support engineers should be leveraged globally, giving 

engineers more visibility into corporate culture, processes and people. 

¶ Upgrade roles from ñExecuteò and ñImplementò to ñStrategyò and 

ñDesign.ò  With a large percentage of support engineers eyeing more strategic 

roles in the future, specialist roles should emphasize strategic aspects, not just 

tactical.  Be sure that roles designing programs or service offerings are available 

to balance roles tasked with executing or implementing programs already defined. 

¶ Empower managers to identify, document and reward talent.  Frontline 

managers know which TSEs have specific talents and skills, and they should be 

encouraged to identify these TSEs, capturing the details in the employeeôs 

records, and reward talent and behavior that may ófall through the cracksô of 

defined reward programs. 

¶ Develop a competency map for specialist roles. As discussed previously, 

offering talent maps for standard and specialist support roles is a good way to 

help TSEs identify obvious future career options, as well as provide a better 
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understanding of what skills an employee may need to acquire or improve in order 

to qualify for a desired role. 

¶ Highlight success stories.  Specialization roles allow organizations to leverage 

existing talent, creating a growth path for support employees so they will remain 

with the company.  To reinforce how support techs with strong skills are 

recognized and promoted, highlight success stories of current managers or 

experts in specialist roles who started as Level 1 techs.  Be sure to also include 

success stories of TSEs who have gone on to other departments and geographies. 
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TALENT RETENTION 

The third phase of the Talent Management Lifecycle is Talent Retention. Having made 

significant investment in attracting and developing technical talent in emerging markets, 

companies must now retain this talent. For this section, phone interviews with business 

managers and human resource generalists were conducted to identify best practices and 

recommendations. 

Retaining technical talent requires ongoing focus from a variety of roles within the 

company:  human resources, curriculum developers and trainers, business leaders, and 

most importantly, the individual managers. There are 3 main areas defined under Talent 

Retention. 

¶ Talent Engagement.  This section includes topics such as technical engagement, 

work life balance and the impact of their work.  The crux of any initiative here 

revolves around listening to the Voice of Employees and then executing actions 

arising from the same. Engaged employees tend to stay longer and remain more 

highly productive. 

¶ Talent Reward and Recognition.  Although money is a significant factor in 

employee retention, there are equally powerful non-monetary measures that lead 

to better employee retention.  Behaviors that are in consonance with organization 

values and beliefs, when rewarded and recognized, ensure emulation of the same 

across the organization by many more employees. Objective and transparent set 

of criteria to identify right employees for reward and recognition build the value of 

these awards. 

¶ Talent Succession Map.  Todayôs young support professionals have much richer 

career aspirations than becoming the next front line manager. Though companies 

in North America rarely do formal succession planning below the rank of Director, 

in India, with such high turnover rates and growing opportunities within support 

for specialization and advancement, succession planning needs to occur much 

lower in the organization. 

Talent Engagement Findings 

Support organizations are widely adopting óVoice of the Customerô initiatives to drive 

better understanding of customers and their business needs in hopes of providing more 

personalized service.  The underlying concept is that if companies better understand and 

listen to customers, satisfaction and loyalty increase. 
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With the challenge of high turnover rates and expectations of rapid advancement in 

Indian support centers, the Talent Management in Emerging Markets Committee feels 

this concept also needs to be applied internally, i.e., óVoice of the Employeeô initiatives.  

By interviewing key stakeholders at large technology companies active in India, it 

appears that most support organizations have good processes in place to proactively 

seek out employee feedback and use that feedback to drive change. 

In general, companies have an annual employee satisfaction survey used to collect 

feedback about work conditions, job satisfaction, immediate managers, training, 

understanding and alignment with corporate objectives, etc.  Typically these programs 

are initiated from corporate headquarters, and employees in all geographic regions 

participate.  While definitely a best practice, Indian support management is quick to point 

out that while this may be an adequate way to assess employee satisfaction in North 

America, the highly competitive job market in India requires additional steps to better 

understand the Voice of the Employee.  Findings include: 

¶ Out of sight, out of mind.  A common issue voiced by all companies interviewed 

was how to continually make offshore support employees feel engaged in the 

larger corporate community.  With both geographic distance and time zones 

leading to a feeling of isolation, some companies have devised creative 

approaches to be sure employees all have an opportunity for visibility.  Some 

companies allow employee blogs on Intranet sites, for example, to give exposure 

to projects within a department or customer trends being spotted. 

One particular best practice involved a corporate-wide óInnovation Day,ô in which 

employees are encouraged to submit proposals for new products or corporate 

programs, and the top proposals give company-wide presentations on their ideas.  

Indian employees are encouraged to participate and have gained excellent 

visibility with this program. 

¶ In-person skip level interviews.  Skip level interviews are commonplace across 

companies, allowing employees access to openly discuss issues and ideas with 

senior management.  The most successful programs, however, ensure that US-

based executives travel to India for these interviews, giving offshore employees 

óface timeô with US-based executives, but also helping to resolve the óout of sight, 

out of mindô complaint.  For these programs to work, it is imperative that the 

feedback be captured and reported back to employees in aggregate form, along 

with any action planned to address issues brought to light by the process.   

¶ Manager as friend and coach.  Frontline managers in India support centers are 

more friend/coach than traditional supervisors, and the manager-employee 

dynamic seems much different than in US support centers.  Support teams bond 
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as a group, often socializing as a group outside of work hours, and more than one 

company interviewed described managers as a ñbig brotherò to the team.  Several 

companies organize employee ñfunò activies to help foster something akin to a 

family environment, saying the North American taboo about merging work life and 

home life is not as prevalent in India. 

The óbig brotherô approach has some clear advantages.  Not only is there more 

open and honest communication, allowing managers to more quickly identify 

when an employee needs additional training or coaching, but employees with an 

emotional and social bond to their work team may be less likely to seek 

employment elsewhere. 

Talent Engagement Recommendations 

Based on these findings, the following recommendations are offered to improve Talent 

Engagement for emerging markets: 

¶ Capture the Voice of the Employee.  An organization should have multiple 

channels for eliciting employee feedback, and all channels should be deployed 

simultaneously and on a regular basis.  It is important that all employees across 

the various levels within the organization be covered by this process.  

Management must encourage an environment conducive for employees to speak 

up and be rewarded for the same, and respondents report that employees will 

only continue to offer feedbacks if they see visible actions and appropriate 

communication related to their feedback. 

¶ Match employee interests to business needs.  The employee performance 

management process should be leveraged to tie in employee interest with 

business needs; employee performance, potential and career aspirations should 

be viewed in the context of business goals. It is also important to carefully 

translate the business needs in a form that employees can understand and 

impact. Taking Customer Satisfaction as an example, organizations needs to show 

how this factor relates to an organizationôs revenue or cost target. In this way, 

these employees become personally invested in corporate goals. 

¶ Offer formal and information communication methods.  Support 

organizations should have multiple approaches of communicating with its 

employees, including a blend of individual and collective channels.  One on one 

meetings between employees and their managers, and between employees and 

their skip-level managers, should be institutionalized for format and frequency so 

that the company and the employee derive optimum benefit from the process. 

Additionally, roundtable discussions with more senior management offers a low 
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investment method of collecting direct feedback from groups of 12 or so 

employees.   

¶ Empower employees.  Many organizations are providing tools and technologies 

to enable employees to interact with each other, such as blogs, discussion forums 

and content management systems.  It is important to create a culture in which it 

is safe to take risks and make mistakes.  Active encouragement by the 

organization is a key to empowering employees, and a culture that fosters open 

communication amongst the employee community is a necessary pre-condition to 

employee empowerment.  Also, public recognition for innovative employees adds 

to employee empowerment.  Forming clubs based on shared interests 

(technology, film, music) promotes bonding among employees and further 

strengthens employee engagement. 

¶ Measure success of engagement programs.  To gage success of employee 

engagement programs, benchmark employee satisfaction scores, attrition rates 

and customer satisfaction scores over time.  The most effective engagement 

programs include these three elements:  adequate learning opportunities for 

employees ï support techs see that as the most valuable investment 

management makes in them from a career standpoint; an open culture in which 

people can freely interact and gain from each otherôs knowledge and experience; 

mentorship opportunities, with mentors from within the support organization as 

well as outsideðdevelopment, product management and professional services are 

all good candidates. 

Talent Rewards Findings 

Companies participating in the survey reported that there is a healthy mix of formal and 

informal programs for employee rewards and recognition.  Formal programs, usually 

corporate created, such as top TSE of the month or year, are balanced with frequent 

small awards at the discretion of front line managers.  The ñcatch them doing something 

rightò philosophy is clearly well adopted in India, showing TSEs everyday that going 

óabove and beyondô is valued and rewarded. 

For monetary rewards, most organizations leverage corporate programs, with annual 

bonuses tied to employee, department and corporate performance, as well as ñspotò 

rewards for exceptional behavior.  Stock options are also frequently used as a reward.  

Some managers have a discretionary ñjoyò fund that can be used to reward individual or 

teams for exemplary performance.  And of course, annual performance increases which 

are tied to individual goals and objectives. 
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Non-monetary rewards are varied and often creative, with the most prized being trips to 

corporate headquarters in North America and overseas job rotations.  Sending people to 

conferences is also seen as a reward, as it allows support techs to leave the hectic 

support environment for a few days, but it is critical that upon their return the employees 

present their learnings to their team or department to ensure conference attendance is 

productive. Setting this expectation prior to the conference allows for more successful 

delivery after their return. 

Recognition is important to ambitious young workers, and non-monetary awards may 

also be meetings with senior management and visiting executives, peer recognition, and 

more than one company in the survey recommended bestowing ñsuper heroò status on 

individuals for heroic efforts. 

As would be expected, rewards and recognition are generally aligned with the 

achievement of key goals and/or high performance according to specific metrics 

(individual and/or organization), with common examples being customer satisfaction 

scores, case closure rates and knowledge management contributions. A bit harder to 

define, but also popular, are rewards tied to going óabove and beyondô or for innovative 

ideas or suggestions.  Some companies noted that rewards for coaching and mentoring 

are also important. 

Talent Rewards Recommendations 

Based on these findings, the following recommendations are offered for creating and 

executing effective programs for employee rewards and recognition: 

¶ Transparency is key.  Rewards should be based on objective and consistent 

criteria, with detail provided on why a person or group qualifies as the winner.  

Transparent programs encourage participation and avoid the impression that 

management is óplaying favorites.ô 

¶ Reserve awards for óabove and beyond.ô  Reward should go to only a selected 

few who accomplish what is demonstrably exceptional performance.  It is 

important to avoid the impression that everyone gets a special award, or that 

winning status is simply rotated.  Rewards that do not recognize exemplary 

performance can erode the effectiveness of the overall talent recognition program. 

¶ Make the award public.  Recognition should be public, such as presenting 

awards at department or company meetings, and involvement by senior 

executives is a key. Global awards and recognition work very well and are valued 

greatly by employees 
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¶ Involve customers.  Customer involvement in reward and recognition programs 

adds an edge.  Leveraging customer feedback from after phone surveys, for 

example, is a good way to bring additional transparency and objectivity to the 

process. 

¶ Balance individual and team awards.  To build a culture that encourages team 

work, offer some rewards that recognize collective efforts, whether support team 

overall performance or special project teams that delivered exceptional results.   

¶ Let employees own part of the process.  Peer awards are important, 

rewarding individuals with strong communication and collaboration skills.  Not 

only do employees feel more empowered when they are allowed to select peer 

award winners, but the winners are great candidates to groom for supervisor or 

coach positions. 

Talent Succession Map Findings 

While virtually all organizations have individual development plans, most do not have a 

formal succession plans for technical staff.  Traditionally, most succession programs are 

aimed at management, often just for senior levels. However, with the rapid advancement 

seen in India support centers, and high attrition rates for support employees, companies 

need to adopt more comprehensive succession planning for their India operations than 

may be required in other geographies. 

To create a ñmanagement bench,ò first identify support engineers with an interest in a 

management track through development discussions.  Capture this interest in a 

documented career development plan. Most organizations have a well-defined 

management training and development program, which may need to be extended to 

include front line manager or team lead roles in India.  Coaching and mentoring are an 

integral part of the development programs, giving employees frequent feedback and 

encouragement as they learn new skills.  Creating opportunities to ñtest driveò 

management, such as the designating employees as temporary managers, is a good way 

for employees to experience the role and determine if it fits with their personal style and 

career ambitions. Some companies interviewed reported that programs exist to address 

succession planning for support managers, with programs to develop front-line staff into 

managers. Using this approach, TSEs can be designated as temporary team lead or shift 

supervisor, and specific duties are outlined for them to perform while in this role. 

It is important to perform succession planning for senior technical roles as well.  Many 

support managers interviewed also noted that they regularly assess and track technical 

skills to identify gaps and ensure they have a strong pool of technical experts in critical 

areas, providing some succession planning for technical paths.  Common technical tracks 
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identified by respondents were testing and development, team technical lead, global 

technical leads and knowledge management content ownership. 

Through interviews, the following elements were identified as common among success 

planning programs that companies felt were highly effective: 

¶ Introduce job rotations.  Allow employees to ótry onô different roles, whether in 

the management or technical track.  By shadowing an existing employee they can 

learn the responsibilities and requirements of the job to help determine if it meets 

with their personal abilities and career goals. 

¶ Publish a skills matrix.  As identified earlier in the specialization section, 

offering a clear matrix of skills and abilities required for various roles helps 

employees understand the óbest fitô career tracks depending on their own 

competencies. 

¶ Raise awareness of career options.  Internal job fairs, departmental tours and 

presentation at support team meetings are all good ways for support employees 

to learn more about other areas of the company and identify possible career 

paths. 

¶ Promote from within.  When possible, it is always preferable to promote from 

within rather than recruiting externally.  Be sure to advertise all openings 

internally, and when outside candidates are hired, be clear on the unique skills or 

experience they bring to the role. 

¶ Create global visibility.  In light of the ñout of sight, out of mindò issue, strive 

to include Indian support engineers on global teams tasked with solving technical 

problems or investigating new processes or technology.  This exposure builds 

confidence but also reminds North American workers of the valuable insight 

offshore employees have due to their in-depth customer interactions. Try to avoid 

the ñletôs pilot this in North America, then expand if successfulò mentality. Involve 

the Indian call centers in the initial pilots as often as possible to capture that view 

of the pilot and to encourage other groups to think globally first. 

Talent Succession Map Recommendations 

Based on these findings, the following recommendations are offered to improve talent 

succession mapping for support in emerging markets. 

¶ Create consistency with development titles.  It is important to align titles, 

levels and salary bands with product development to enable an easy transition 
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across organizations.  The skills and experience matrix can be used to clarify what 

is expected or required at each level. 

¶ Fund mentoring programs.  As seen throughout this report, coaching and 

mentoring are crucial to employee performance and to career planning. Make 

coaching and mentoring an integral part of the development programs and be 

sure that a process is in place to identify, training, monitor and reward mentors. 

¶ Create and maintain talent segmentation.  Deploy a robust talent 

segmentation process to understand where the organization has a strong set of 

employee competencies and areas in which specific competencies are lacking.  

Develop a plan to fill talent gaps, such as changing job descriptions or interview 

questions to identify candidates with the needed skills.  

¶ Launch a job rotation program.  Institutionalize a job rotation program for high 

performing employees, leading to the creation of management and technical track 

bench.  These programs allow employees to learn more about specific roles before 

formally committing to them as a career path. 

¶ Challenge employees technically.  Create opportunities for your best technical 

folks to work on the hardest problems and gain exposure to other areas such as 

product development, professional services or sales engineering.   

  



TALENT MANAGEMENT IN EMERGING MARKETS May 5, 2008 

 

© 2008 SSPA | An SSPA Member Committee Report | www.thesspa.com | Page 40 

EXECUTIVE RECOMMENDATIONS 

The previous sections have provided best practices and recommendations for the Talent 

Management Lifecycle:  how to best attract, develop and retain talent in Indian technical 

support centers.  This final section will provide some higher level recommendations to 

ensure the long-term viability of product support in India and other emerging markets. 

¶ Improve understanding of supportôs strategic role.  With services revenues 

representing a much larger percentage of corporate revenues, todayôs support 

organization is viewed less as an ñinsurance policyò and more of an enabler of 

customer success.  But while this evolving view of support may have taken root 

within the boardroom, the general public, including students receiving technology 

degrees, view support as a dead end, low paying job.  To enable support 

organizations to better compete for top talent, executive management needs to 

spend more press and analyst time discussing supportôs valuable role in the 

customer lifecycle, and the link between customer satisfaction and loyalty. 

¶ Create more attractive packages including career advancement.  With 

large pools of well trained but inexperienced workers, India and other emerging 

regions must work to increase the job satisfaction of support workers and lower 

attrition rates.  With support engineers tending to leave if not promoted within 

two years, the concept of career planning and succession planning must take 

place at much lower levels within these emerging markets, including providing 

career planning for Level 1 support techs from their first day on the job. 

¶ Improve cross-enterprise collaborative processes.  One of the major 

contributors to job dissatisfaction for offshore support employees is that they feel 

ñout of sight, out of mindò from corporate headquarters in North America.  These 

customer-facing employees have valuable insight to share on customer 

requirements and the real-world business value of the technology they support, 

and companies should work to better integrate offshore support engineers in 

cross-enterprise collaborative processes for product planning, development, 

testing and documentation. 

¶ Partner with academia to create support curriculum.  Industry reports have 

estimated that less than 25% of technical graduates have the necessary 

communication skills, diagnostic abilities and business acumen to be successful in 

a customer-facing technical support role.  With students selecting colleges based 

on their track records of graduates finding employment within the technology 

industry, product companies should be more proactive in identifying colleges 

willing to partner with them and incorporate more business requirements into 

technical curriculum, giving graduates a more employable set of skills. 
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APPENDIX 

Report Methodology 

To gather information for this report, multiple surveys and interviews were conducted 

with technical support hiring managers and engineers of product companies with Indian 

support centers.  Web surveys were used to gather data for the Attract and Develop 

tracks; phone interviews were used for the Retain track. 

Committee members created survey questionnaires that were executed with assistance 

from the SSPA.  Collaborative sessions were held between the SSPA and committee 

members for the Attract, Develop and Retain tracks to discuss findings; findings and 

recommendations were authored by each member team and provided to the SSPA to 

create the final report. 

SSPA Member and Partner Committee Participants 

Name Company Committee Role 

Abhay Valsangkar Symantec Lead, Talent Retention 

Annamalai  Cisco Member, Talent Retention 

Anurag Bahadur Avaya Member, Talent Attraction 

Aparna Chitale Avaya Member, Talent Development 

Arti Yadav Microsoft Member, Talent Attraction 

Brian Schroeder Microsoft Member, Talent Development 

Chand Narayan Television Eighteen India, 

Ltd.  

Member, Talent Retention 

Dheeraj Prasad Microsoft Committee Chairman 

Ganapathy Shekar Oracle Member, Talent Retention 

Jim Chismar Microsoft Member, Talent Retention 

Madan Padaki MeritTrac Member, Talent Attraction 

Malcolm Carlaw Impact Learning Member, Talent Development 

Maureen Lonergan 
Symantec Member, Talent Development 

Pallavi Kulkarni Symantec Member, Talent Retention 

Pearl Abraham Sun Member, Talent Development 

Prince Jayakumar EMC Member, Talent Attraction 

Radhika Microsoft Member, Talent Development 

Rajeev Shroff Avaya Lead, Talent Development 

Ramesh Kalanje EMC Lead, Talent Attraction 

Sastry Adiraju Avaya Member, Talent Development 

Seshkumar Oracle Member, Talent Development 

Steve Van Den Brand 
Horninge 

Oracle Member, Talent Development 
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The SSPA would like to thank all committee members for their time and tremendous 

efforts in collecting and analyzing the survey information and delivering written findings 

and recommendations. 
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ENDNOTES 

                                           

1 According to the SSPA Benchmark, the average attrition rate across all member 

companies is 12%; the average for North American-only companies is 13%.  The 

average annual attrition rate for Asia/Pacific, including India, is 23%. 

2 ñOn the technology job market: slight decline in new computer science majors, prompts 

researchers to ponder current, future state of technology employment,ò Phaedra 

Brotherton, BNET Business Network, March 13, 2003. 

3 India Abroad, George Iype, November 30, 2005. 
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