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CHURN MANAGEMENT

Churn Management application leverages predictive, adaptive and text analytics, to identify customers at
risk of churn and pro-actively provides personalized retention offers. This application identifies customers at
risk at any point in their life cycle by identifying events that indicate high churn risk and automatically
respond with offers based on individual customer context. Also, it can analyze customer service texts from
various digital sources such as social media, emails etc. to identify dissatisfied customers. It’s not practical for
customer service representatives to go through every tweet and respond to the relevant ones in a timely
manner. Churn Management application has automated this process.
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CHURN MANAGEMENT

PRODUCT FEATURES

*  Simplifies the job of customer service representatives (CSR) in identifying appropriate plans for customers
based on their profile and usage.

« |dentifies Churn Risk customers based on historical data and to retain them, some attractive complementary
offers are offered.

*  Monitors Social websites like Facebook, Twitter to identify dissatisfied customers, creates a case with
appropriate team to handle the issue and automatically responds to the user with a predefiend message.

BUSINESS USE-CASE BUSINESS PROBLEM

XYZTelco is a hypothetical Telecom Company XYZTelco needed to overhaul the customer
being considered for the purpose of this experience by moving away from an ineffective and
application, and the related facts and data manual “one size fits all” approach, to creating 1-to-1
provided here are fictitious, being used just for personalized experiences for its customers.

the purpose of providing a sample scenario ) )
Customer churn has a considerable impact on a

* Itis assumed that XYZTelco is a US tier one Communications Service Provider’s (CSP) financial
carrier serving millions of customers. performance and must be minimized.

* At the end of last year, its churn rate was XYZTelco has thousands of customer service records
2.7% - double that of its main competitors. In in text form originated from digital sources such as
customer care, agents used their own news,blogs,social media and emails.The company
judgement and experience to pick the best wants the complaints to be automatically re-routed to
approach. In practice, this meant the agent the right department.

manually pored multiple offers, searching for
the “right” one, while still talking on the phone.

BUSINESS BENEFITS

* Increased Customer Retention

* Increased Profitability

* Increased Customer Satisfaction and loyalty

* Improved Business Performance

* Improved Customer Retention

* Improved Customer Experience

* Improved Marketing Strategy (targeted cross-selling)
* Reduced Retention Cost
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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 q
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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.
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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 December 31, 2019, HCL has a consolidated revenue of
US$ 9.7 billion and its 149,173 ideapreneurs operate out of 45 countries. For more information, visit
www.hcltech.com www.hcltech.com



