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The Internet Service Providers (ISP) market typically involves
significant commitment and substantial costs. Infrastructure
challenges include managing a large number of subscribers,
subscriber and service provisioning, operations, and customer
demands. Since this is an evolving investment cycle, retaining
existing customers in this sector is even more critical.

While the number of connections in a region usually gets saturated
over time, the emerging market for many ISPs is turning towards
add-on services in the advancement of IPTVs (Internet-based
Protocol Television, delivering TV channels through broadband
Internet) and video streaming services and platforms such as Netflix,
Amazon Prime, Vimeo, and YouTube.

We have seen the evolution of customer data dashboards from delivering
disparate data points to becoming an integrated intelligence dashboard
for the telecom market. Intuitive Experience Management (iXm) is one
such latest telecom industry software. This cloud native SAP BTP
packaged offering addresses operational challenges associated with
telecom industry like handling increased network traffic, better support
for new business models like FTTH / 5G, understanding customer
sentiment for retention / growth of existing patrons, etc.

To sum it all, iXm brings together customer information as well as usage and trend analysis, with
proactive problem diagnosis in a cloud-native SaaS pay-per-use model. How does a cloud-first solution
positively impact successful customer service and business development for the telecom industry
managers? Let’s take a look at the winning features of the iXm software to understand this.

Our offerings

iXm platform- iXm as a platform
is available to customers on
subscription-based pricing and
doesn’t require licenses,
prerequisites, or infrastructure. It
offers flexible costing based on
small, medium, or large customers

Hyper care- It offers a month of
hyper care attention (remote) to
customers to overcome any initial
adoption challenges.

Ongoing support - Post the
initial hyper care, the offering also
includes regular customer support
(remote)

Optionally available on
additional cost :

-Customer reports or dashboards
-In-person support during hyper care
-Additional integrations

Integrations and Set-up-

' No additional costs are required

, for initial integrations with
customers’ CPE systems,
ticketing systems, SAP systems,
etc. As part of the initial set-up,
the product team will take care
of integration to have the
customers use the product from
day 1.



Key benefits

Customer focus

Helps improve customer focus with
system-suggested ticket priorities that are
calculated based on multiple independent
factors such as customer segmentation
(from CRM system), sentiment analysis from
social media, upsell opportunity, and more.

Network update

Leverages existing device management
solution for the Customer Premise Equipment
(CPE) and identifies areas with heavy traffic
congestion/usage pattern ensuring the
efficient running of day-to-day operation.

Future readiness

iXm empowers telecom operations
managers to identify areas with potential
upgrades to ascertain future readiness.

Supervision

The dashboard brings together device data,
area of operation, and other related
information, like data from the asset master.

Issue resolution

Precise insights brought together from
Customer Premise Equipment, customer
ticket details, Asset Master, and previous
customer feedback enable the field
engineers as well as the customer
representatives to get a complete view of the
issue, thereby enabling first time resolution.

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
HCL culture of ideapreneurship™ enables businesses to transform into next-gen enterprises.

HCL offers 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 offerings in areas of Applications, Infrastructure, Digital Process
Operations, and next generation digital transformation solutions. ERS offers 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,
. r.' : and education initiatives. As of 12 months ending on March 31, 2022, HCL has a consolidated revenue of US
$11.48 billion and its 209,000 ideapreneurs operate out of 52 countries. For more information, visit
www.hcltech.com www.hcltech.com



