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About the customer
The customer is a European multi-country travel partner responsible for ensuring a seamless travel 
experience for 1,50,000 people, including 1220 departures from 291 stations every day.

for a multinational European railway company



Challenge
The need to take employee experience to the next level has always been a priority for the customer. 
But owing to a legacy contact center, they were unable to meet modern customer experiences at 
the cost levels they had in mind.

Solution

• Complex and expensive CC architecture with more 
than four OEMs that were not adding much value 
to the customer experience.

• Static architecture that failed to scale with changing 
call volumes and users.

• Increasing support costs every year.

As part of this engagement, 
HCL Technologies delivered
a consumption-based public 

cloud solution for 
omnichannel contact centers 

with ServiceNow’s 
out-of-the-box integration.
An optimized cost delivery 
model was ensured for the 

legacy contact center’s 
migration to Amazon Connect 

followed by seamless 
integration and deployment.

Leveraging
HCL Technologies' innovative 
service delivery model and 

FluidCC framework, the team 
handled the customer’s CX 

end-to-end requirements over 
voice and chat. With constant 

support and an integrated 
approach, the customer 

seamlessly transitioned their 
service for over 4,600 
employees to Amazon 

Connect with zero defects.
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Key highlights

Public cloud environment
setup as per best practices

Supported languages - Swedish
Target state solution
on Amazon Connect

Omnichannel CX
supporting both voice and chat

Omnichannel agent experience
to handle both voice and chat

on the same interface

Call routing utilizing
queue overflow capability

Post-call analytics
and real-time call analytics

using contact lens

A dashboard to quickly see
operational analytics

Zero-defect
migration approach

Complete reimagination
of legacy CX with
transition to cloud

100% call recording
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Use of automation for
provisioning and operations

10,000 voice minutes
per month

3 countries



HCL Technologies’
modernization approach

100% SaaS cloud Global coverage for
PSTN services and digital channels
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Requirements gather

Requirements freeze

POC

Build

Configure Test

UAT

Cutover

Implementation process



Business benefits

The transformation to AWS Connect brought immediate benefits 
for the customer. It made their entire system more flexible and 
cost-e�ective with consumption-based cloud operations. 
By automating critical provisioning and operational business 
processes, HCL Technologies provided substantial cost benefits 
that were over and above provided by a cloud service provider. 
Here are a few highlights of the value we delivered:

• Ultimate flexibility
The customer could change loads dynamically and spend in 
direct proportion to the consumption. Open architecture allowed 
for significant opportunities to add new capabilities with a rich 
ecosystem provided by HCL Technologies’ FluidCC service.

• Ultimate CX
Callers received ultimate personalization options, a capability 
unimaginable in legacy contact centers.
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For more information, reach out to us at Contact.FluidCC@hcl.com.

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

HCL o�ers 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 o�erings in areas of Applications, Infrastructure, Digital Process
Operations, and next generation digital transformation solutions. ERS o�ers 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,
and education initiatives. As of 12 months ending on December 31, 2021, HCL has a consolidated revenue of 
US $ 11.48 billion and its 208,000 ideapreneurs operate out of 52 countries. For more information, visit
www.hcltech.comwww.hcltech.com


