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The �ituation 
Founded in Finland in 1910, our 
cu�tomer ha� become a leader in the 
elevator and crane manufacturing 
and �ervice� bu�ine��. A� in many 
indu�trie�, companie� that handle 
�uch a ma��ive flow of people have 
very little time to brain�torm 
�olution� when an incident occur�. 
Either you have the an�wer, or you 
don't. Our client take� enormou� 
pride in it� ability to exceed the need� 
and demand� in thi� complex and 
mobile world. The�e high 
expectation� are why when it �ought 
to produce the �ame exacting 
�tandard� internally a� it doe� 
externally, it �earched for an 
automated Cognitive Virtual 
A��i�tant (CVA) that eliminated 
incon�i�tency, error� and wait time in 
cu�tomer �ervice.

Conver�ational AI capabilitie� will help drive worldwide 
contact center market to 16% growth." "

HCL BigFix AEX deliver� 
zero IT �ervice experience 
wait time  
Implemented in over 150 IT �ervice u�e ca�e� 
for a global $10B manufacturer

HCL BigFix AEX 
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Challenge� that plagued the client’� IT land�cape included:

• Traditional IT �ervice help de�k with human-driven proce�� to �olve end u�er querie�,
leading to error�, SLA breache�, operational overhead� and decrea�ed worker productivity.

• Long wait time� due to huge volume� of incoming u�er reque�t�.

• Lack of �tandardization in providing re�olution due to di�parate �ource of information and
varying level� of knowledge and experti�e.

To rapidly enable thi� digital tran�formation, the
company joined force� with HCLSoftware to �ecure
our AI-powered CVA, HCL BigFix AEX. It made thi�
choice ba�ed on BigFix AEX'� ability to communicate 
invoice and chat, mimic human interaction by
learning and adapting to client need� through
�mart conver�ation� and deliver efficiencie�
required to meet operational demand�.

Al�o, our client experienced a �ignificant reduction
in error�, which increa�ed productivity. HCL BigFix
AEX leveraged it� Natural Language Proce��ing
(NLP) and Machine Learning (ML) capabilitie� to
learn and adapt to every call or interaction,
improving cu�tomer and employee experience. HCL
BigFix AEX wa� available on web and enterpri�e
communication channel� �uch a� MS Team� for an
omnichannel experience. It wa� trained on more
than 150 u�e ca�e� with enterpri�e integration�
�uch a� ADFS, Remedy Force and Live Station.

HCL BigFix AEX , under it� fallback mechani�m,
provided a �eamle�� handoff to a Service De�k
agent, empowering end-u�er� to �elf-fix common
problem�. A� a re�ult, their adoption rate exceeded
their �tated goal�.

The �olution 
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Their �ucce��

HCL BigFix AEX

With the purcha�e of BigFix AEX, our client i� better able to �upport it� vi�ion of fir�t-call 
re�olution and employee �ati�faction with the ea�e that it� cu�tomer� have come to expect.

With BigFix AEX, the client wa� able to:

• Improve re�pon�e accuracy and �ignificantly decrea�e wait time.

• Enhance U�er experience with an adoption rate of 27.91%.

• Enabled intelligent routing of i��ue� to SME� to provide end-to-end expert a��i�tance and
make better u�e of human re�ource�.

HCL BigFix AEX i� a part of the Autonomou� Endpoint Management pillar under the
HCLSoftware Intelligent Operation� eco�y�tem. It i� a Generative AI-driven agent
a��i�t �olution that offer� intelligent �elf-�ervice �upport, comprehend� employee
reque�t�, and perpetually refine� it� re�pon�e� for enhanced employee experience.
It i� de�igned to revolutionize enterpri�e �ervice operation�. BigFix AEX'�
intelligence approach empower� organization� to deliver exceptional �upport
experience�, �treamline operation�, and increa�e overall productivity.

hcl-�oftware.com

To learn more about BigFix AEX, contact us

About HCLSoftware:
HCLSoftware, a divi�ion of HCLTech, develop�, market�, �ell�, and �upport� �oftware for Bu�ine�� Solution�,
Intelligent Operation�, Total Experience, Data & Analytic� and Cyber�ecurity. HCLSoftware i� the cloud-native
�olution factory for enterpri�e �oftware and power� million� of app� at more than 20,000 organization�,
including more than half of the Fortune 1000 and Global 2000 companie�. HCLSoftware'� mi��ion i� to drive
ultimate cu�tomer �ucce�� through relentle�� product innovation.

https://www.hcl-software.com/bigfix/aex



