
In recent year�, digital technologie� have come to re-�hape the 
Fa�t-Moving Con�umer Good� (FMCG) bu�ine�� and operation� 
model. While the technologie� i� helping the large FMCG 
player� make new global inroad�, the following �alient 
challenge� ari�e:

Market coverage and con�umer loyaltie� are becoming 
increa�ingly volatile.

With ri�ing focu� on con�umer experience and omnichannel 
�upport becoming the norm, �ervice team� are under extreme
pre��ure to offer round-the-clock �upport that the cu�tomer� 
truly value.

Our client i� a $25B American 
multinational �nack food 
company with a pre�ence in 
over 150 countrie� and
office� factorie� and re�earch 
and development facilitie� 
�pread in more than 80 
countrie�. The company i�
looking to boo�t revenue by 
adopting a globally oriented 
local-fir�t commercial 
approach with a �tated focu�
on volume-driven, profitable 
growth.

The client

Empowered by digitization, �egment’� local, �maller manufacturer� 
and retailer� are joining force�, increa�ing the competition.

The availability of good� and their prompt door�tep delivery 
nece��itate the reimagination of the traditionally �iloed
value chain eco�y�tem compri�ing �upplier�, di�tributor�, delivery 
partner� and other bu�ine�� vendor�.

HCL BigFix AEX 

HCL BigFix AEX enable�
�uperior u�er experience
and cu�tomer �ati�faction
A global FMCG giant enhance� 
end u�er experience to improve 
bu�ine�� outcome�

Indu�try challenge�



For improved bu�ine�� outcome� and accelerated time-to-value, our client required �tate-of-the-art
virtual a��i�tance (VA) platform that could, without any human intervention, among other thing�:

The �olution

Onboard new
partner� �eamle��ly

Agile and prompt u�er 
i��ue re�olution

Co�t-effective �caling 
of �ervice and �upport

Real-time interaction� and 
a��i�tance with 24x7 availability

Multilingual u�er 
�upport

Omnichannel interaction
capabilitie�

Keep cu�tomer�
engaged �ati�factorily

Increa�e employee
productivity

The problem �tatement

Why HCL BigFix AEX?
The client cho�e BigFix AEX a� thi� intuitive conver�ational-AI platform leverage� enterpri�e-grade Artificial
Intelligence (AI) and Machine Learning (ML) to enhance u�er experience. The product mimic� human-like
interaction� to offer accurate, empathetic and context-driven a��i�tance that goe� beyond off-the-peg
re�pon�e� from traditional chatbot� and VA�. With BigFix AEX, the client wa� able to leverage:

The company wa� looking to:

• Re�olve and meet cu�tomer expectation� within an
interactive environment over a �ingle call or interaction.

• Reduce turnover rate� and operating co�t� due to live chat,
email and time-con�uming phone �upport .

• Bring down the high volume of never-ending,
never-decrea�ing repetitive, manually implemented ticket�.

• Limit the culture of manual i��ue re�olution.

• Fo�ter the collection of in�titutional knowledge and the
�haring of be�t practice�.

• Addre�� the moving target of ‘next- generation' con�umer
market need� through continuou� evolution.
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Our client wa� looking to increa�e revenue� by improving and automating bu�ine�� proce��e� for their
worldwide channel organization. The corner�tone of thi� change wa� it� deci�ion to deploy a Cognitive Virtual
A��i�tant (CVA) to provide a human-like experience, intelligently onboarding new partner�, re�olving incident�
and automating manual ta�k� without leaving the chat window.

Our client wa� moving to a globally oriented, local-fir�t commercial approach to drive new revenue� with a
�tated focu� on delivering volume-driven, profitable growth. To do �o, it cho�e to provide it� cu�tomer� with an
intelligent virtual a��i�tant with human-like qualitie� that would increa�e adoption and productivity and deliver a
con�i�tently �uperior u�er experience.



Implementation
BigFix AEX wa� implemented a� part of our client’� Digital Strategy and U�er Fir�t portfolio of tool�
aimed at tran�forming the u�er experience in Europe, the Middle Ea�t and Africa (EMEA), Latin America
(LA), North America (NA) and United Kingdom (UK) region�. BigFix AEX trained on 140+ u�e ca�e�
covering IT and procurement domain� within a few week� of deployment.

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.

increment in fir�t call
re�olution (FCR)

Improved �ervice level
agreement (SLA) adoption
rate� with 60% repeat u�er�

improvement in
cu�tomer �ati�faction
(CSAT)

Benefit�
Our client experienced impre��ive re�ult� 
with BigFix AEX, �uch a�:

Zero
wait time and 
improved re�pon�e 
efficiency

4000+
Effort worth 4000+ 
man-hour� �aved

24x7
Real-time �upport 
and �ervice with 
24x7 availability

98%

88%

60%

HCL BigFix AEX

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.

hcl-�oftware.com

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



