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THE I-CoNsULTING GROUP

The I-Consulting Group (ICG) is an Information Technology
(IT) company specializing in outsourcing and consulting
services. In response to companies looking for a cost
effective alternative to running their own IT department, ICG
introduced a new business model which provides collaborative
and customized IT solutions. In doing so, the company has
demonstrated its ability in establishing a quality system to
provide superior services to its customers. The following

provides a summary of ICG’s core strengths:

Leadership

The senior management cadre of ICG consists of young
IT professionals who are very much committed to provide
best-in-class IT services to their specific markets. The entire
company shares an identical set of core values which allows
organizational energy to be easily directed towards common
operational and business goals. Meetings with very clear
business focuses are regularly conducted to address key issues
and review progress of strategic deployments. In addition,
employees are encouraged to express innovative ideas at these
meetings and whenever possible or deemed appropriate, these

ideas are put into action without delay.

ICG supports its local communities through providing free
seminars and workshops to share professional expertise in
applying the latest information technology in daily operations.
The company also offers an annual internship programme to
university students to let them gain real life work experience
and insights to their future career. Despite of the global
economic downturn, ICG is committed to retaining its
employees without reduction in their salary. This contributes
significantly to trust-building and long-term relationship

maintenance between management and the employees.

Strategic Planning
Market analysis, internal insights and customers’ feedback

have always been the cornerstones of the company’s strategic
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planning process. Strategic focuses are put on sharpening
the company’s competitive edge and serving customers in even

better ways.

To remain competitive, ICG continuously seeks ways
to improve the value of their services. Some of the
company’s latest tactics in this regard include the
adaptation of ISO20000, an international standard for IT
Service Management which promotes the acceptance of
an integrated process approach to effectively deliver managed

services to meet the business and customer requirements.

Customer and Market Focus

ICG is a pioneer in the industry in that it is very much
capable of taking advantage of market opportunities to
provide best-in-class IT services to companies with high
awareness or expectation of service quality. Further, the
company also manages to develop operations by focusing
on a selected group of clients, including branch offices of
multi-national companies and small professional firms
which have special demand on high quality IT services.
These companies are now becoming a critical source that
continually provides new businesses to the company. ICG
is also very responsive to ever-changing customer needs
and this allows the company to expand its services such as
setting up a 24x7 service center and providing multi-lingual

services to their customers.

Measurement, Analysis, and Knowledge Management
A monthly record of “client incidents” is kept to identify
problem areas and develop solutions to improve customer
service. Information is shared internally through various types
of knowledge sharing directories in the information system,

which fosters the knowledge sharing amongst employees.

Workforce Focus
ICG values its employees and believes in hiring the best
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people with extensive expertise and knowledge in order to
bring the best value to their clients. ICG actively promotes
continue learning, such as offering incentives to employees
to acquire membership of professional associations. The
company also aims to provide a professional environment for
employees to work more efficiently by investing in state-of-

the-art IT infrastructure.

Process Management

All processes are documented in the company’s standard
operating procedures and the quality system is built
according to the ISO9000 system. Both key business and
supporting processes are tightly knitted into a proprietary
IT servicing system known as “ITOSE”. This is a platform
that enables ICG to improve its quality of service through
improving its business processes. It also helps ICG to
build entry barriers against market competition through

competitive pricing and technology advancement.

Results

ICG has been able to run a very successful business in the
past few years. It has achieved an annual client growth rate
of 100% for the past six years and a maintained 100% client
retention rate. According to a customer survey, high customer
satisfaction levels on helpdesk, IT officer and IT manager
and client servicing manager are observed. The service team
achieved a high rate of resolving incidents in a timely manner.
All customer feedback measures show that all key processes

are delivered up to customers’ satisfaction.
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