
HCL IntelliService
AI-based service optimization to turn customer 
service into customer success

Product Overview

How IntelliService works

Support desks are challenged with managing increased call volumes while meeting 
customer satisfaction requirements and profit goals. But inaccessible knowledge 
across enterprise systems can result in inconsistent triage with low first-time resolution, 
which impacts cost.
HCL IntelliService uses unsupervised learning and conversational AI to improve first 
contact resolutions by providing agents and technicians with actionable insights from 
data sources such as enterprise systems, knowledge repositories, and logs. The result is 
lower cost to deliver superior access to knowledge and improved key metrics such as 
first time fix rates, and mean time to resolve/repair, all of which results in a high return 
on investment and profits.

• Faster time to assess 
value of AI enabling your 
team with your data

• Single source for delivering 
an end-to-end solution 
combining product, 
services, and integrations

• Data ingestion, cleansing, 
and labeling services for 
data accuracy prior to 
solution implementation

Reduced Business Risk 
• Value-based pricing - pay 

only for the value received
• Multi deployment options 

on private cloud, public 
cloud and on-premises

• Adaptable platform to 
growing business use 
cases and needs with 
custom/enhanced 
solutions

Flexibility 360
• Effective KPI tracking such 

as, first contact resolutions 
and MTTR

• Customer self-service 
access to knowledge using 
predictive conversational AI

• Easy integration with 
existing enterprise systems 
of record to make data 
available across data silos

Improved ROI



HCL IntelliService: AI-based 
Service Optimization Platform

Key Benefits and Features

• Self-service automation for internal and 
external customers

• Multilingual support up to 15 languages
• Coverage across multiple support channels 

such as email, chat, phone, web, SMS, and IVR

• Descriptive AI-based analytical dashboard and 
reports to streamline service KPIs

• Prescriptive conversational AI for rapid triage 
and troubleshooting

• Cognitive search for unstructured knowledge 
access, across content repositories

AI-powered customer success

• Symptom awareness, classifying problems  to the 
root cause and correlate historical insights

• Dynamic findings generating context-aware 
questionnaire to assess problem-solution fit

• Resolution recommendation using continuous, 
confidence-based scoring model

Improved problem solving

 Agent-centric actionable analytics

Did you know?
We o�er a no charge IntelliService 
Business Value Assessment to analyze 

your ticketing data and potential 
automation candidates.

Schedule your assessment now

Email: ask.intelliservice@hcl.com
Website: info.intelliservice.ai

HCL Technologies (HCL) empowers global enterprises with technology for the next decade today. HCL’s
Mode 1-2-3 strategy, through its deep-domain industry expertise, customer-centricity and entrepreneurial
culture of ideapreneurship™ enables businesses to transform into next-gen enterprises.
 
HCL o�ers its services and products through three lines of business - IT and Business Services (ITBS),
Engineering and R&D Services (ERS), and Products & Platforms (P&P). ITBS enables global enterprises to
transform their businesses through o�erings in areas of Applications, Infrastructure, Digital Process
Operations, and next generation digital transformation solutions. ERS o�ers engineering services and
solutions in all aspects of product development and platform engineering while under P&P. HCL provides
modernized software products to global clients for their technology and industry specific requirements.
Through its cutting-edge co-innovation labs, global delivery capabilities, and broad global network, HCL
delivers holistic services in various industry verticals, categorized under Financial Services, Manufacturing,
Technology & Services, Telecom & Media, Retail & CPG, Life Sciences, and Healthcare and Public Services.
 
As a leading global technology company, HCL takes pride in its diversity, social responsibility, sustainability,
and education initiatives. As of 12 months ending on March 31, 2021, HCL has a consolidated revenue of
US$ 10.17 billion and its 168,977 ideapreneurs operate out of 50 countries. For more information, visit
www.hcltech.comwww.hcltech.com
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