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Contact Centers, as we know them now, have undergone 
a remarkable transformation over the years. From simple 
telephonic interactions when it first sta�ed, it has 
evolved into a complex omnichannel customer 
experience. Technologies have evolved, leading 
to complexity, and with complexity, customers' 
expectations from a contact center have increased 
multifold. The traditional contact center offered 

a single-channel approach, but with time, it has become 
omnichannel, with the power to do a lot more. Business 
leaders now are focusing highly on customer experience 
and understand that the differentiating element to 
competitive advantage lies in how well customers feel 
about their journey and how well they are heard. Indeed, 
contact centers have become impo�ant and businesses 
are quick to realize that.

Modern contact centers are built on proof of agent experience, be�er contact volume management 
and sound intervention of Gen AI. Other notable technologies that are impacting buying decisions 
include automation, digital customer service and omnichannel knowledge management.

Key developments that have played a role include: 
• ACD and skill based routing

• Omnichannel capability for CC

• Cloud-based contact center software

• Reactive versus proactive suppo�

• Data Integration capability across channels

• AI-powered interactions

Evolution of contact centers

Overview

How have contact centers
changed over time?

Voice and email-only 
era with IVR routing. 
Premise-based 
contact centers

Voice only, telephony with 
manual processes and longer 
customer wait time

Omnichannel, 
Conversational AI, Pay Per 
Use and Work from home. 
Modern-day contact 
centers focused on CX

Multi-channel contact centers 
offering voice, email and live chat 
with CRM Integration

Call Center
Till 2000

Interaction center
2001-2010

Contact center
2011-2017

Experience Center
2018 till date



The key to success lies in 
focusing on three key elements

Operational
transformation

User experience
design

Customer
experience

What makes CCaaS the best Contact centers that leaders can opt now?

The pe�ect answer to technology leaders’ transformation goal lies in CCaaS
CCaaS is quickly becoming the contact center of the future due to its inherent capabilities

Contact centers are poised for fu�her technological improvements. While there may be several technologies coming 
in, three key technologies that will make the most impact include

80% of customer service and 
suppo� organizations will be 
applying Generative AI in 
some form by 2025

38% of leaders currently see 
improving customer 
experience through GenAI 
applications

Generative
AI

Ga�ner indicates that 
organizations see a reduction 
of up to 70% in call/chat or 
email when they deploy an IVA

33% saving in voice 
engagement when they deploy 
a conversational user inte�ace

Conversational 
User Inte�aces

97% of organizations 
currently are adding or 
integrating digital 
self-service

Ga�ner estimates that by 
2026, customer service 
functions will use 
connected reps and 
systems to improve contact 
center efficiency by 30%

Digital Customer
Service

For technology leaders, balancing customer 
expectations and meeting internal targets for 
cost efficiencies have become critical. 

While building deeper engagements is what 
every leader is looking at, the ground reality 
remains that it is complicated and businesses 
need a structured approach. 

Technology leaders are, hence, finding 
themselves in a critical stage now, where their 
typical contact center environment needs a 
transition in technology and processes to 
transform into Consumer experience centers.

How Leaders should 
look at designing 
their contact centers



Open architecture Integrated and 
Open AI capabilities

Flexible commercial model Telco service options

CCaaS makes for a strong business case by 
ticking all the right boxes. Modern CCaaS 
solutions from OEM’s offer a strong mix of AI, 
WEM and knowledge management 
capabilities. Key elements of CCaaS 
solutions that make it the right fit include:

Fluid Contact Center Solution offers customized deployments in cloud-based 
contact centers. We offer them on an “as a service" model embedding leading 
contact center platforms and next-gen contact center intelligence

CCaaS 
Platforms

CCaaS 
Transformation Vi�ual Assistant Omni-Channel 

Experience
Composable 

Contact Center
Contact Center

Intelligence

Technology Used

▪ Migration from 
On-Prem to CCaaS

▪ Omni Channel 
Contact Center

▪ Repo�ing
▪ QM and WFM

▪ Genesys Cloud
▪ Nice CX1
▪ Amazon Connect
▪ Cisco Webex CC
▪ Microsoft Dynamics 

365 and Samespace
▪ Vonage

▪ AWS Lex
▪ AWS Bedrock
▪ Google Dialogflow
▪ Genesys Dialog Bot 

engine
▪ AWS Contact lense
▪ Microsoft Copilot 

Studio

▪ Cyara
▪ Nectar

▪ Amazon Connect
▪ Vonage

▪ AWS Lex., 
Comprehend 
and Transcribe

▪ Vonage
▪ Microsoft Copilot 

Studio
▪ Google CCAI

▪ Conversational IVR
▪ Voice and Chat 

Bots
▪ Agent Assist

▪ Solution for 
end-to-end 
experience 
monitoring

▪ Omni channel 
contact center

▪ Repo�ing
▪ Recording
▪ Analytics
▪ WEM

▪ Conversational IVR
▪ Voice and Chat 

Bot
▪ Agent Assist



~10-20%
CSAT
Improvements

~30-40% 
increase in
Testing efficiencies

~30-50% 
increase in 
digital adoption 

~80-90% 
decrease in
major incidents

~20-40% 
reduction
in MTTR

Our deep expe�ise working with clients across various industries, our focus on 
creating differentiated GenAI IP capabilities and our people capability are factors 
why you should work with us

Our GenAI capabilities are platform agnostic. We also offer ve�icalized capabilities 
and use cases across industries

Ve�ical
capabilities

• Ziva banking Bot • Vaayu Travel Bot

• Arya Utlities bot • Custom Use cases

Benefits of Fluid Contact Center Solution

Figure: CCaaS and Gen AI architecture. Includes architecture for  AI based call routing, Vi�ual agent, agent assist, speech analytics 
and post call automation  

Web Chat

SMS

Customer

Email

Self Service Po�al

Rest API
Webhooks

Streaming APIs

Public Inte�aces

Carrier termination
Emergency Services
Number purchasing

Carrier Services 

Voice

CSR Agent

Predictive 
Engagement

Interaction Analytics
AI Routing

AI Services 

API/ Query Engine
Event streaming 
Detail Repo�ing

Analytics Platforms

Agent Assist

Architect, ACD, 
Outbound

WEM

Directory
ACD, IVR Journey

Identity and Authorization

CX Application Services

Base Services

AI - GenAI Inte�ace

Knowledge 
Base

Salesforce
Integrated Desktop

Customer 360

WhatsApp

IVA

Chatbot

Data lake

Email GW

REST APIs

CTI Integration

Unified Agent workspace:
- Email, Chat
- Voice, Social Media
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▪ 125K+
Total agents

▪ 50+ 
Total clients

▪ World's largest banking clients, 
including Fo�une 500 organizations 

▪ Leading global healthcare clients 
including the most prominent global 
healthcare organizations

▪ Global names in Retail and ecommerce 
including the largest consumer goods 
organizations

Our relationship and strength

Our differentiators are rooted in our CCI capabilities. These capabilities enable us 
to implement contact center solutions that meet the modern requirements of 
contact center leaders while prioritizing customer experience.

Technology leaders get to experience the 
benefits of a purpose driven contact center 
environment that is highly customizable

HCLTech's AI agent 
workspace

▪ Customer details and 
journey

▪ Interaction history of 
the customer

▪ Issue Resolution steps

Tools, frameworks and 
consulting

▪ CX Roadmap and Strategy

▪ CX Safari, CX Audit, 
Accelerate CX

▪ Managed Assurance – Fit 
to purpose QA Tools. CX 
Testing and monitoring

HCLTech's customer 
focused contact center 
intelligence capabilities 

▪ Conversational IVR

▪ Voice and Chat Bots

▪ Agent Assist

Bespoke
Agent

CX 
Assurance

Contact Center 
Intelligence

Live Call Analytics

   Post Call Automation

   Conversational AI

Conversational Analyzer



With 6+ dedicated CX labs spread globally, we have readily deployed test 
environments and use cases. We have a strong presence of 2000+ trained 
professionals across 60+ countries, making us a go-to pa�ner

▪ Labs located in India and in key cloud regions 
across the globe

▪ OEM solutions and products deployed include 
Genesys, Cisco, Amazon connect, Nice CXOne  
and Microsoft Dynamics 365

▪ Demo/ POC available for solutions, use cases 
and GenAI capabilities

Consumer
Experience Labs

▪ 2000+ trained professionals pa� of the 
contact center COE

▪ A large pool of delivery professionals to back 
each client engagement

▪ Trained professionals in Contact center 
intelligence and GenAI

People
strength

HCLTech offers an early mover advantage with 
a global presence. Our substantial investments 
in CX Labs and ready-to-be-deployed use 
cases and frameworks make us the right pa�ner 
for your transformation needs

30+ years of experience 
in Contact Center

HCLTech has 6+ consumer experience labs spread 
across different locations and cloud zones. These CX 
Labs host OEM Test environments and use cases. At 
our labs, we have solutions deployed from OEM’s along 
with Demo/ POC available on these platforms

Consumer 
Experience Labs

Strategic pa�nerships help us to deliver 
value-driven Contact center engagements.
We have pa�nerships with leading CCaaS 
providers like Cisco, Genesys, Nice, Microsoft 
Dynamics 365 and Amazon Connect. Our 
leading pa�ner status with these OEM's helps 
us to deliver the complete breadth of their 
services for our clients

Rich Pa�nership
Ecosystem

A strength of 2000+ SMEs in Contact center platform 
and capabilities. We also have trained professionals in 
GenAI capabilities for Contact centers

People 
Strength

To connect with our team for more details, please write to us at dfmarketing@hcltech.com

Why HCLTech Fluid Contact Center Solution?



hcltech.com
HCLTech is a global technology company, home to more than 218,000 people 
across 59 countries, delivering industry-leading capabilities centered around digital, 
engineering, cloud and AI, powered by a broad po�folio of technology services and 
products. We work with clients across all major ve�icals, providing industry solutions 
for Financial Services, Manufacturing, Life Sciences and Healthcare, Technology and 
Services, Telecom and Media, Retail and CPG, and Public Services. Consolidated 
revenues as of 12 months ending September 2024 totaled $13.7 billion. To learn how 
we can supercharge progress for you, visit hcltech.com.


