




Future-ready organizations standing out as leaders have one common factor: 
Innovation. No matter the industry or current standing, an organization cannot expect 
to maintain a competitive edge if innovation is not part of their overall business 
strategy. 

Being in an ever-changing business environment, and catering to clients across multiple 
industries, Firstsource's goal was to nurture an innovation mindset and culture within 
the company. They wanted to challenge the status quo; question stereotypes and 
leverage the collective intelligence of employees to create new pathways. 

The company set out to introduce innovation programs within the organization that 
would act as a catalyst - allowing new ideas to emerge and thrive in a dynamic 
business environment. Innovation-led transformation can enhance capabilities and 
allow teams to conceptualize, create and execute pioneering solutions for their clients. 
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Three of these five strategic endeavors — Hackathon, Idea Hackathon and Idea 
Source, are termed Idea Management - as they harness the power of people to 
ideate and innovate from the ground up. They plug into the employee's in-depth 
knowledge of businesses and customer pain points to design reimagined solutions. 
Crowdsourcing of ideas from the employees and rewarding idea generators serve as 
effective means to unlock collective intelligence in solving complex business challenges. 

The following sections of this whitepaper give an in-depth account of two of the initia­
tives under INDEX program — Hackathon and Idea Hackathon which have brought 
about enormous benefits for Firstsource within a very short span of time. 
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Idea Management initiatives like Hackathons and Idea Hackathons are critical in 
Firstsource, and these kinds of initiatives when implemented can be extremely benefi­
cial for any business that wants to accelerate organization growth and drive excellence. 

The benefits include: 

Getting access to knowledge from 
the frontline of the organization 

Idea management empowers leaders with the 
ability to efficiently tap into knowledge from all 
levels of the organization. Frontline employees 
are the ones who interact with customers and 
execute day-to-day strategy, so they have a 
wealth of untapped knowledge that can be effec­
tively utilized to accelerate organizational growth. 

Increasing employee engagement 
and supporting a culture of 
innovation 

Effective idea management platforms increase 
employee engagement by giving people a 
medium to contribute ideas and help improve 
business processes and performance. Besides, 
they promote knowledge-sharing to give 
employees a never-seen-before look at the 
innovation process and best practices from 
departments across the company. It encourages a 
bottom-up innovation in the organization. 
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From Facebook to PayPal, Microsoft to Chevrolet -the biggest brands in the world 
conduct Hackathons to build an engaged workforce and foster an innovation 
culture. In its earliest form, Hackathon was a social coding event that brought 
computer programmers and others involved in software development to collaborate 
intensively and create functioning software. 

Hackathons have since acquired a broader meaning 
and form. Now, it's an event of any duration 
where people come together to solve problems 
through ideation and prototyping. 

Following the successful pilot of Idea Hackathon, 
Firstsource launched Hackathon 1.0 in partnership 
with Amazon's AWS and Ideawake - a new-age 
collaborative Idea Management platform. 

Hackathon 1.0 was organized for team leaders/ 
supervisors across businesses and geographies. As 
team leaders typically offer guidance, direction and 
leadership to associates, Firstsource urged them to 
draw on these qualities to evaluate and understand - -

the problems that come in the way of Team Leader-Associate Connect. They were 
asked to share ideas to design a new hybrid workplace experience and reimagine 
the entire working relationship model to inspire growth, ingenuity, and 
collaboration. 

To encourage ideas from the team leaders on how they can foster better connections 
with associates, six challenge questions/guiding statements were presented to the 
team leaders. 
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The questions were framed as "How Might We" {HMW) statements - concise 
but powerful questions that allow reframing of insights into opportunity areas 
and innovation on problems found during research. 

The challenge statements around the Team Leader-Associate Connect were: 

0 In a hybrid work environment, how might we ensure Tls can spend more time 
meaningfully engaging with their associates? 

0 How might we continue to foster purposeful collaboration between associates 
in a hybrid working environment? 

0 How might we set up an open information network for our associates to 
seamlessly collaborate with people, seek support, and share knowledge across 
the organization? 

0 How might we create a self-directed continuous learning experience to enable 
teams to take charge of their own learning/development needs? 

0 How might we create an open, honest and transparent culture where associates 
can discuss difficult issues and share honest opinions? 

O What kind of engagement and response would make the associate feel 
comfortable voicing their opinion and issues without fear of being judged? 
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Judging Criteria 
The judges evaluated ideas and declared the top three winners based on criteria of 
desirability, viability and feasibility. 

Desirability: 'Desirability' tests the creative, novel and innovative aspects of the ideas, 
and if the expected outcome is well-articulated and will address the challenge. 

Viability: 'Viability' tests the time taken to implement and if the idea can be scaled and 
replicated across regions and business units and is aligned with the business priorities. 

Feasibility : 'Feasibility' tests whether the idea can be practically implemented and if 
the value chain would serve for long-term sustainability. The idea should also have 
clearly articulated assumptions and constraints. 

THE WINNING IDEAS 

At the end of an exciting event that generated 401 ideas- three 
winning ideas were selected for implementation and each team 
was awarded INR 1 lakh. 

0 Easy Travel App: An App enabling employees to make their 
own transport arrangements, eliminating dependencies on 
Team Leads. 

0 First Share: A web-based all-in-one platform for sharing best 
practices across the company. 

O Virtual Interactive Kinetic Intelligence (VIKI): A chatbot to
help Firstsourcers resolve their system issues in just one click. 
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Innovation is about action - transforming ideas/concepts into reality as part of 
organizational culture - turning business as usual into innovation as usual. 

The ideation initiatives conducted at Firstsource have moved innovation from only a 
a buzzword to an action that consistently and continuously, addresses challenges 
and complexities within the organization. 

By supporting creative thinking, the Idea Management initiatives are driving a mindset 
of change and embedding innovation into Firstsource's DNA. They are not only serving 
as an employee engagement tool but also strengthening Firstsource's people-first and 
innovation-led culture. 
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