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Prior to adopting a modern ITSM solution, the  
MSP contended with several critical challenges:

Business challenges

●	 Lack of centralized service management: IT operations were managed through ad 
hoc, siloed processes, resulting in inconsistent service quality.

●	 Manual and fragmented workflows: Relying on manual incident management and 
change control processes diminished efficiency and increased risks of human error.

●	 Scalability constraints: Rapid business expansion demanded a structured, scalable 
approach to service delivery that the existing setup could not sustain.

●	 Reactive problem resolution: The absence of a centralized system forced the MSP 
into a reactive mode, missing opportunities to predict and preempt issues.

●	 Integration and data inconsistencies: Operating without an integrated platform 
led to data silos, complicating cross-departmental communication and informed 
decision-making.

A premier Managed Service Provider (MSP) in 
the Middle East, specializing in IT consulting, 
digital transformation, and managed IT services, 
has decided to adopt a modern IT service 
management platform. 

With a growing client base across diverse 
industries, the MSP recognized the need for a 
robust, scalable system to drive operational 
excellence and facilitate rapid service delivery.

Customer overview



HCL BigFix Service Management Solution

Modern ITSM 
foundation
Establish standardized 
processes that ensure 
consistent service 
excellence.

AI-driven  
automation
Automate routine tasks, 
preemptively identify 
potential issues and optimize 
resource allocation.

No-code  
administration
Empower IT teams  
to configure and  
tailor workflows  
without coding.

Scalable  
architecture
Enable seamless 
integration of new 
services to evolving 
business demands.

Enhanced data 
integration
Consolidate data and 
communication channels 
to deliver real-time, 
accurate insights.

HCL BigFix Service Management is introduced as a next-generation,  
AI-powered ITSM platform that builds a strong service management 
framework from the ground up:



Business impact

Business benefits

These enhancements empowered the MSP to 
scale efficiently and deliver superior IT services 
with greater agility.

New services 
launched in hours 

cost savings achieved 
through no-code 

configuration

70%

Implementing HCL BigFix Service Management delivered substantial operational 
and strategic advantages:

●	 Accelerated operational efficiency:  Automating manual workflows and centralized 
processes significantly reduces operational costs and enhances efficiency.

●	 Rapid service onboarding: New services are launched in hours instead of days, 
ensuring swift response to client needs.

●	 Proactive service management: Predictive capabilities enable a shift from reactive 
to proactive support, reducing downtime and boosting client satisfaction.

●	 Future-ready scalability: A scalable ITSM foundation equips the MSP to handle 
rapid expansion without compromising service quality.



By adopting HCL BigFix Service 
Management as its ITSM platform, 
the MSP addressed critical process 
gaps and established a future-ready 
framework that drives operational 
excellence and superior service delivery. 

With no-code configurability and 
AI-powered automation, HCL BigFix 
Service Management enables the MSP 
to set industry benchmarks in agile IT 
service management, reinforcing its 
leadership in digital transformation and 
managed IT services.

Conclusion

The no-code capabilities 
and AI-driven automation 
empowered them to scale 
efficiently, drive innovation 
and provide superior IT 
services to global clients. 



HCL BigFix Service Management is an AI-driven service management 
platform designed to help enterprises and MSPs streamline their IT 
operations, improve service delivery, and enhance automation through 
advanced AI-driven capabilities. It harnesses the power of predictive, 
cognitive, and generative AI to improve operational efficiency by automating 
tasks and optimizing resource allocation.

Unlike complex and siloed service management systems, HCL BigFix Service 
Management offers an intuitive platform with no-code configuration 
capabilities. This enables organizations to streamline service management 
without relying on specialized coding skills. Through its multi-supplier 
integrations, it seamlessly integrates with existing tools and services and 
provides flexible deployment options to meet specific business needs.

With HCL BigFix Service Management, organizations can transform their 
service management and achieve rapid time-to-value.

About HCL BigFix  
Service Management



hcl-software.com

HCLSoftware, the software business division of HCLTech, fuels the Digital+ Economy by developing, 
marketing, selling, and supporting solutions in five key areas: business and industry solutions, intelligent 
operations, total experience, data and analytics, and cybersecurity. HCLSoftware drives customer success 
through relentless product innovation for more than 20,000 organizations, including most of the Fortune 
100 and almost half of the Fortune 500.

About HCLSoftware


