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Enabling future ready
agile enterprises

Improving customer service for a leading
german energy and utility provider

Introduction

l
i

OO
OO
2]€C

(¢]

HCL helped a leading German Energy & Utility provider undertake a successful cloud transformation journey

with Salesforce.
Challenges

il

o Lack of 360 degree of customer information for customer service team

o Lack of automated system operations, real time visibility and requisite integrations with internal
systems and applications

o Cloud transformation journey with Salesforce as single CRM platform

o Lack of proper communication medium between customer Service Reps and customers.

o Lack of automated onboarding of customer and contract management

Business

Our

Solution

o

Service Cloud

o |Implementation of Service Console with 360-degree view of customer, CTI integration for customer
service center with capability of case creation from Email, Chat and Phone.

o Salesforce Case management is used for all customer interactions. Multiple case record types with
optimized page lay-outs have been created including next best ‘billing’ actions.

o Salesforce omni-channel skill-based routing is used to assign cases to available agents.

Marketing Cloud

o |Implementation of automatically triggered e-mails for customer onboarding, contract creation,
payment notification, adjusting time for email types and sending complete e-mail log to
Splunk for monitoring.

Salesforce Shield

o |Implementation of Salesforce shield for encryption of customer sensitive information with GDPR
compliance.

Salesforce Einstein ChatBot

o Configuration of Einstein Chatbot for automated response to customers and case creation .

Cl/cD

o |Implementation of Continuous Integration / Continuous Deployment for smooth development and
deployment using Gitlab and ANT

Business

_ @ Impact

o Implemented a scalable architecture

o |Improved Customer Service Rep efficiency & quick turn around
o Automated communication with customers

o  Smooth customer onboarding

Write to us at digitaltransformation@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
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.
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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 March 31, 2020, HCL has a consolidated revenue of
US$ 9.94 billion and its 150,000+ ideapreneurs operate out of 46 countries. For more information, visit
www.hcltech.com www.hcltech.com



