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for CCaaS

Introducing Fluid Contact Center Solution




Introduction

Contact Center as a Service (CCaaS) solutions are next-generation cloud-based contact
centers that offer enhanced digital channel support, analytics and Al-enabled capabilities.
It encompasses all Software as a Service (SaaS) applications and functionalities that enable
businesses to provide a quick and valuable customer experience. Due to its extensive
features and cost benefits, it serves as a suitable alternative to on-premises solutions and
offers significant advantages.
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These changing requirements and trends are making
a strong business case for CCaaS and helping it
go mainstream

CCaaS adoption is growing at an exponential pace, and by 2026, it is expected to account
for 49% of the total contact center agents worldwide.

Particulars

CCaaS Agents
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Source: Gartner - Contact Center Worldwide report

Introducing HCLTech's Fluid Contact Center Solution

HCLTech's Fluid Contact Center Solution provides a value-driven CCaaS transformation.

We have designed our solution to address our customers' key focus areas. Our offering includes
leading contact center platforms, customized consulting, advisory, and managed services and
next-generation contact center intelligence and GenAl capabilities.
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What benefits do we offer?

~10-20% CSAT Improvements

~30-40% increase in Testing efficiencies

~20-40% reduction in MTTR

~30-50% increase in digital adoption

~80-90% decrease in major incidents

HCLTech's FluidCC offers value-driven benefits focused
on Agent Experience, Business Experience, Customer
Experience and Developer Experience.

Agent Experience

- Average Talk time
reduction

Lower Cost of Training

CX Personalization

Business Experience

Improved Digital
Revenue

Improved Cross sell
revenue

NPS Improvement

Customer Experience

Reduction in Self
Service time

CX Personalization
Conversational CX

Developer Experience

Reduction in
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Reduction in Discovery
& documentation time

DevOps Integration
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Our unique factors:

2000+ trained professionals in contact
center and GenAl technologies

125K + Total agents on HCLTech's solutions

6+ Consumer Experience labs

Pre-deployed proof of concept (POC) and
use cases lead to a shorter time to launch.

To learn more about our offering and connect with our team,
please write to us at dfmarketing@hcltech.com
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