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Utilities who focus their customer 
operations on what customers care 
about are realizing reduced customer 
churn, greater customer advocacy, 
improved growth and lower 
operational costs.

These utilities recognize that 
effective, integrated customer and 
channel management solutions that 
meet and interact with customers 
where they want to be met are critical 
to improving the customer experience 
and enabling the transition to richer 
customer interactions.

HCL has developed Engage to 
provide utilities with a true multi-
channel customer engagement 
platform. Engage delivers 
transformed customer experience for 
millions of customers today. 

Engage supports the full spectrum of delivery 
models from in-sourced technologies through 
to outsourced operations with guaranteed 
business outcomes. Utilities who adopt 
Engage benefit from:

• The latest technologies owned by 
them with no transfer penalties

• HCL global utilities call center 
operations

• Guaranteed levels of business process 
performance

• The option of No infrastructure, No 
software, No Data Centers

• The ability to move to fully outsourced 
IT support and customer operations

Engage is available on a component by 
component basis, as a managed service or as 
a complete BPO offering
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the call centre 
are repeat calls

Customers 
receiving e-bills 

are 65% less 
likely to call 
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service

30% of customers 
would like to use 
social media to 
report billing 

issues and inquire 
about service or 

programs

624 million 
customers will 

use Social Media 
to engage their 
utilities by 2017

Over 70% 
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reported 
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them to use 
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preferred’ 
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$6 on average 
per agent call
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to 4% in the 
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and 2-3% 
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The Engage platform ensures that customer knowledge and context is 
preserved across all interaction channels, ensuring that:

• All customers have accurate, up-to-date information accessible via  
 their preferred channel 

• Information is consistent and reliable across all channels

• A full history of all customer interactions and context is maintained across all channels

• Customer operations staff have the tools and information to predict reasons for calls

• All channels are monitored and managed consistently to  
 ensure an optimized customer experience

• The whole customer operations workforce is managed and measured consistently

Engage is our pre-defined Gold Standard utilities operating model, based 
on proven utilities industry best practices developed over our 25 years of 
experience implementing more utility customer care and billing solutions 
than any other systems implementer. 
Engage processes are enabled via pre-configured best of breed technology components covering all 
aspects of customer care from billing through to mobile self service, from IVR through to dynamic multi-
channel content management, from campaign planning through to offer management, all with pre-built 
integration allowing processes to work seamlessly across the different technologies.

Pre-configured doesn’t mean inflexible. Because Engage is 
based on a fully defined, integrated reference model, individual 
components can be adopted and customer specific changes can be 
easily delivered. Whether you’re a competitive retailer, regulated 
supplier or unbundled distributor providing Electricity, Gas or 
Water with additional services, Engage has been designed to meet 
your business needs.  
Engage customers can choose which Engage components they deploy, how they are 
provisioned, operated or supported as well as the most appropriate economic model. All with 
the certainty that components can be added or dropped as circumstances and requirements 
change. 

While Engage allows full flexibility in determining the right 
operational and commercial model for a specific organization, 
we typically see three Engagement Models:
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Technology 
Refresh of 
customer 
service and 
billing systems 
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on premise or 
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Engage 
platform 
provisioned 
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ENGAGEMENT MODELS



t: 01923 232840    e: hello@ratio7.com    w: ratio7.com t: 01923 232840    e: hello@ratio7.com    w: ratio7.comDECIDING WHETHER TO ENGAGEHOW MUCH TO ENGAGE

ASSESS

Understand the vision and 
capture organizational 
objectives. Translate 
organizational objectives 
into specific business 
metrics.    

CUSTOMIZE

Group and categorize 
metrics into Business 
Outcomes to be delivered. 
Link the Business 
Outcomes to the solution 
landscape.

ENGAGE

Outline the technology 
roadmap and map the 
solution to deliver a 
Customer Engagement 
platform.

SELECT TERMS 
OF ENGAGEMENT
Functional requirements 
from the Engage 
Deliverables Matrix 
are indentified. The 
Technology, Operations & 
Transformation constructs 
will be configured to deliver 
selected outcomes.

DEVELOP 
STRATEGY & PLAN

Finalize the Project Plan, 
Commercials, Scope & 
Team. Stipulate Business 
& Technical Outcomes and 
Operating guidelines.

MEASURE & 
BENCHMARK

Collect internal data points 
& metrics and translate 
them to KPI’s to rank 
against our Gold Standard.

CIS CIS + Traditional 
Channels

CIS  
+ Multi- Channels

CIS  
+ Multi-Channels  

+ ActorTRANSFORMATION 
SCOPE

On  
Premise Private Cloud Hybrid Cloud Public Cloud

INFRASTRUCTURE

Insourced Transitional Champion / 
Challenger Managed Services

OPERATIONS

Fixed 
Price / 
Scope

Fixed Price Project + 
Operational  
Cost Hedge

Fixed Price / Scope 
+ Control Operations 

Control +  
Flex Operations

Fixed Price Project + 
Fixed Price +  

Operations + Certain 
Business Results

COST / BENEFIT 
CERTAINTY

Full Cap- 
italization Transformation + 

Hardware Pay As You 
Go

Transformation + Pay 
As You Go

Subsidized 
Transformation + Pay 

As You GoCAPEX / OPEX

Engage is a flexible utilities business process platform that delivers guaranteed levels of business 
performance. In determining whether Engage is right for your organization and which Engage model 
makes commercial sense, there are a number of questions that we’d expect you to ask:

• How does my customer engagement performance match up against best in class benchmarks

• What performance improvements will be delivered if I make the transition to best in class and 
what is the associated financial impact

• How much do I want to retain in-house

• How much of Engage do I need

• Which financial model works best for me

Some of these questions require detailed analysis and consideration and clearly you don’t want to 
invest the effort if Engage isn’t likely to deliver the improvements that you need. To help streamline 
the process, we’ve developed a three-stage diagnostic that helps utilities understand whether 
Engage is a viable option:

1. Taking current & target levels of performance and comparing these to our customer engagement 
benchmarks provides a measure for the size of improvement opportunity

2. Focusing on those areas of greatest improvement, we can propose different Engage models

3. Evaluating different models against the estimated returns provides an early view on viable engage 
models

If a viable Engage model is identified, we recommend a short due diligence and planning phase to 
develop a robust cost model and implementation plan which can be taken forward for approval.

If you think that Engage could help transform your customer 
operations, please contact us : engageme@hcl.com
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HCL Technologies is a leading global IT services company working with clients in the areas that impact and 
redefine the core of their businesses. Since its emergence on the global landscape, and after its IPO in 1999, 
HCL has focused on ‘transformational outsourcing’, underlined by innovation and value creation, offering 
an integrated portfolio of services including software-led IT solutions, remote infrastructure management, 
engineering and R&D services and business services. HCL leverages its extensive global offshore 
infrastructure and network of offices in 31 countries to provide holistic, multi-service delivery in key industry 
verticals including Financial Services, Manufacturing, Consumer Services, Public Services and Life Sciences 
& Healthcare. HCL takes pride in its philosophy of ‘Employees First, Customers Second’ which empowers its 
95,000 transformers to create real value for customers. HCL Technologies, along with its subsidiaries, had 
consolidated revenues of US$ 5.5 billion, for the Financial Year ended as on 30th September 2014 (on LTM 
basis). For more information, please visit www.hcltech.com

HCL’s Public Services business serves Energy and Utilities(E&U), Oil and Gas(O&G), Travel, Transportation, 
Logistics and Hospitality(TTLH) and Government Services (State, Central and Local). With its domain-led 
business process repositories, tools and framework-led IT and business transformation, HCL serves its valued 
clientele across all these industries. HCL’s Public Services practice offers flexibility and scalability by adopting 
a collaborative co-sourcing approach to outsourcing where the customer retains control over all strategic 
aspects of IT, while leveraging HCL’s capabilities for operational execution and excellence.


