
About the Client

The client is UK’s largest telecom service provider specializing in services like PSTN, Broadband, VOIP and Leased lines. 
With $ 40.15 Billion in revenues, the client has 106,200 employees, over 20 million customers and around 8 million 
business clients.

Business Challenges

The client possesses a wide geographic spread with a large customer base, and was looking to establish a single-point of 
contact to improve the order follow-up mechanism, reduce the order processing time and the number of cancelled orders. 
The client also wanted to ensure efficient customer service within the stipulated timeframe. 

HCL Solution – Integrated and Unified Service 
Framework

•	 Our solution provided a single touch point for the client’s sales team and facilitated efficient processing of orders

•	 The blended campaign dealt with the processing and provisioning of customer orders. Upon receiving the customer 
order from the client sales, our advisor checked order requirements and processed the order

•	 In case of discrepancies, the advisor obtained the clearance from sales for provisioning. After assigning a job number 
the advisor closed the order and informed the customer about the job number

•	 The client had various market segments such as residential customers, business direct channels, service provider 
group, local businesses, enterprises, corporates, wholesale and government channels. We deployed different order 
provisioning helpdesks of varying complexities depending upon the market segments handled

•	 We also instituted a separate ‘Jeopardy Management’ team for correcting orders that could adversely impact product 
requirements and manage end-customer dates

A UK based telecom service 
provider envisions process 
improvements in a repairs 
billing campaign and 
generates revenues over 
USD 14Mn with help from HCL’s 
solution



Benefits with HCL’s Differentiated Offerings

•	 We helped in providing a single-point contact for both the customer and the sales team - reducing the order 
processing time and ensured efficient customer service

•	 Our solution delivered 30% reduction in the number of cancelled orders

•	 The Order failure rate was also drastically reduced and was continuously maintained at a low level of less than 5%

Hello there! I am an Ideapreneur. I believe that sustainable business outcomes are driven by relationships nurtured 
through values like trust, transparency and �exibility. I respect the contract, but believe in going beyond through collaboration, 
applied innovation and new generation partnership models that put your interest above everything else. Right now 105,000 Ideapre-
neurs are in a Relationship Beyond the Contract™ with 500 customers in 31 countries. How can I help you?

TM

HCL’s differentiated solution portfolio helped the client achieve significant cost optimization and effective 
vendor management. 

Metrics

Quality of “Purchase–Pay” Transactions
Processed

Cycle time for Purchasing Transaction to
be Completed

Number of Purchase Order Transactions
Processed/ FTE / Month

Cost/ Purchase

Internal Customer Satisfaction
(on a 0-10 scale)

Increased to 98%

Reduced by 75%

Increased by 300%

Reduced by 33%

Increased by 20%

Benefits to Client

To know more,Contact us at contact.lsh@hcl.com
To know more, Contact us at bpobusinessmarketing@hcl.com


