




HCLTech’s GenAI solutions are tailored to address specific needs across industry, business and 
productivity use cases. Whether it’s creating solutions for industry-specific challenges, meeting 
unique organizational goals or accelerating operational efficiency, our approach ensures that 
businesses can deliver impactful results. Our expertise in culture and change management is central 
to this transformation, enabling organizations to adapt to new technologies and embrace innovative 
business models seamlessly.

HCLTech’s Generative AI solutions for CX go 
beyond individual touchpoints to transform the 
entire value chain, enabling organizations to 
deliver and manage total experiences seamlessly. 
By addressing the needs of diverse stakeholders 
across the ecosystem, we ensure that every 
aspect of the customer journey is enhanced, 
personalized and efficient.

For consumers and partners, our solutions focus 
on creating tailored interactions that resonate
on a personal level. Personalized content delivery, 
precise product recommendations and proactive 
support redefine engagement. With capabilities 
like interactive search, customers experience a 
more intuitive and enjoyable journey, fostering 
loyalty and trust in the brand.

For Marketing and Creative Teams, we enable 
innovation and efficiency by automating 
repetitive tasks and enhancing creativity. 
Automated content and image creation, 
alongside content localization and variation 
tools, empower teams to produce high-quality 
outputs rapidly. Additionally, Generative AI 
facilitates the creation of detailed customer 
journeys and actionable insights, helping 
marketing teams deliver impactful and 
data-driven campaigns.

For platform and support teams, we ensure 
operational excellence through cutting-edge 
automation. Tasks like code generation, rapid 
prototyping and test automation are streamlined, 
reducing time spent on marketing and ensuring 
consistent quality. With governance and code 
standards embedded into these processes, 
support teams can maintain the highest levels
of reliability and security.

This comprehensive approach ensures that 
businesses can cater to the needs of all 
stakeholders while maintaining a unified focus 
on delivering superior customer experiences. 
Through Generative AI, HCLTech redefines how 
organizations engage, create and operate, 
making total experience transformation an 
achievable reality.

Value chain transformation
that delivers and manages Total Experiences



Customer journey transformation
through GenAI

Generative AI is revolutionizing customer journeys by enabling personalized, efficient and impactful 
experiences across every stage of the journey. From awareness to service, HCLTech’s GenAI solutions 
ensure businesses can engage their customers with precision and innovation, transforming how they 
connect and build relationships.
 
GenAI leverages customer insights in the Awareness stage to create personalized advertisements
with AI-generated content and visuals. By analyzing sentiments and behavior, campaigns are crafted 
to resonate with individual preferences, effectively capturing attention. Moving into Consideration, 
interactive assistants powered by GenAI enhance browsing experiences, offering tailored 
recommendations and aiding customers in making informed decisions. Marketing teams benefit
from GenAI tools that generate briefs and plans, streamlining the review and planning process.

During Engagement, the capabilities of GenAI elevate 
customer interaction with AI-generated emails and 
personalized offers. Content production becomes a 
seamless process as AI synthesizes input from marketers 
and designers to craft precise, impactful messaging.
GenAI identifies the next best actions and upsell 
opportunities at the Conversion stage. Variations are 
developed for different channels, geographies and 
segments, ensuring relevance and maximizing results.

Finally, in the Service phase, GenAI enhances post-purchase 
experiences with AI-generated user guides and product 
documentation. Marketers can leverage interactive
insights to optimize campaigns in real time, using AI 
prompts to refine strategies and improve outcomes. By 
embedding intelligence into every step of the marketer's 
journey, HCLTech enables organizations to craft journeys 
that are personalized and drive measurable value.
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Advantage Experience

Experience AI - for Total Experience

HCLTech Experience powered by AI is a comprehensive solution designed to revolutionize how 
businesses interact with their customers. It focuses on delivering exceptional user experiences that 
drive engagement, satisfaction and growth.

Advantage Experience focuses on four key areas. First is Conversation Summary which involves 
summarizing customer conversations to grasp the essence of interactions quickly. This includes 
providing suggestions on follow-up conversations to nurture leads and drive conversions. It also 
analyzes customer intent to understand underlying needs and provides automated context recaps, 
giving agents instant access to relevant information.

The second area is Virtual Assist, which provides 
automated chat assistants for instant support and 
improved self-service experiences. This builds trusted 
conversations for customers and offers localized 
conversations catering to diverse audiences. The
third area is Hyper Personalized, which delivers tailored 
content and product recommendations. It creates 
contextual user journeys, automates A/B scenarios
and customer response analysis and enables real-time 
adaptation of experiences based on user behavior.

Finally, Advantage Experience focuses on Search.
This includes AI-based search on local Large
Language Models enhancing search accuracy and 
relevance. It improves search efficiencies through AI 
delivers context-based search results and provides 
AI-based auto completes for faster searches. These 
capabilities offer enhanced customer satisfaction, 
increased efficiency, improved conversions and
valuable data-driven insights. HCLTech’s expertise in
AI and understanding of business challenges makes
them well-positioned to implement Experience AI
and deliver measurable results.

Conversion
summary

Vi�ual assist Hyper personalised Search

• Summarize customer 
conversations

• Suggestions on follow 
up conversions

• Customer intent 
analysis

• Automated context 
recap

• Automated Chat 
Assistant

• Improved Self Service 
experiences

• Trusted Conversations 
for customers

• Localized 
conversations

• Personalized 
Content/Products

• Contextual User 
Journeys

• Automated A/B 
Scenarios and 
Customer response 
analysis

• AI based search on 
local LLMs

• Search efficiencies 
through AI

• Context based search 
results

• AI based auto 
completes



Intelligent Marketing Operations
Intelligent Marketing Ops powered by AI revolutionizes marketing operations by streamlining processes 
and accelerating activations with advanced artificial intelligence capabilities. This framework is built 
around four core components designed to enhance efficiency and drive impactful outcomes.

The first component, Content Assist, enables brand-specific content creation by generating localized 
and translated text and images. It also automates content summarization, analyzes text engagement 
and tone and simplifies digital asset generation to meet diverse campaign needs.

Campaign AI focuses on delivering intelligent, 
personalized campaign content. Leveraging 
data-driven optimization through A/B testing and 
experimentation ensures that communication 
resonates with target audiences while maximizing 
performance.

Insights AI elevates decision-making with 
conversational analytics and automated report 
generation, complete with insightful visualizations.
It facilitates smart segmentation and empowers 
marketers with intelligent targeting strategies to 
boost campaign effectiveness.

Finally, Commerce AI transforms the customer
journey with personalized shopping assistance and 
conversational shopping experiences. It automates 
product recommendations, streamlines catalog 
creation and simplifies quote generation, enhancing 
both customer satisfaction and operational efficiency.

Together, these interconnected capabilities work 
seamlessly to optimize marketing performance and 
deliver meaningful, engaging customer experiences.



Platform e�iciencies through AI
Advantage Experience harnesses the power of AI to drive platform efficiencies, enabling the creation
of smart, efficient platforms through four key focus areas.

The first area, Design Ops, leverages AI-driven creative design for HTML and provides a CoPilot to assist 
designers in their workflows. It also integrates AI capabilities into platforms and ensures AI-generated 
traceability for improved oversight and management.

Code Automation focuses on generating code
for leading platforms while offering context-
aware auto-completion. Additionally, it provides 
intelligent suggestions to enhance security, 
performance and maintainability, ensuring
robust and scalable solutions.

AI Ops transforms platform monitoring by utilizing 
predictive AI to identify potential issues before 
they occur. It supports self-healing mechanisms 
and automates incident management,
reducing downtime and improving reliability.

Lastly, Test Automation accelerates the testing 
process with automated test case creation, 
AI-driven visual testing, test content 
generation and exploratory testing.
This ensures comprehensive testing coverage 
while saving time and effort.

These four interconnected areas work in unison
to build, monitor and maintain highly efficient 
smart platforms, setting a new standard for 
performance and innovation.
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