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Modern customer suppo� helpdesks face increasing customer expectations while relying on 

distributed legacy systems. More than 80% of suppo� teams repo� growing demand for 

automation, yet many still manage fragmented customer journeys across multiple channels, 

manual handoffs and data silos that slow resolution.

The Omnichannel Customer Suppo� Platform accelerates adoption of Google Cloud 

Customer Engagement Suite (CES) by enabling industry-specific workflows that improve 

customer self-service, reduce average handling time and enhance CSAT scores.
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Introduction



Industry use cases

Solution overview

HCLTech’s Omnichannel Customer Suppo� Platform provides a conversational UI, integrates 

automation workflows for customer suppo�, and connects with enterprise apps such as 

Salesforce CRM. This helps improve first call resolution by up to 30%, a key customer suppo� 

metric.

The platform includes built-in automation workflows that streamline helpdesk operations 

across Banking, Manufacturing and IT Suppo�. Conversational AI interacts in a human-like 

manner to resolve queries by integrating with enterprise apps and knowledge bases that 

contain standard operating procedures and playbooks.
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 Banking: A natural speech-enabled voice bot automates credit card interactions 

such as blocking stolen or lost cards, raising transaction disputes and accepting 

card payments from registered accounts.

 EV Manufacturing: An omnichannel chatbot (mobile app and website) automates 

responses for EV drivers on sta�ing or stopping charging sessions, locating 

charging stations and billing. The bot transfers control to a human agent when 

required and shares full conversation history to maintain context.

 IT Helpdesk: A conversational bot (voice or chat) automates ticket classification, 

adjusts ticket priority, creates new tickets, tracks existing ones and suggests the 

top three resolution paths based on SOPs in the knowledge management 

database.
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Key features

 Built on Google Cloud CES: Modernizes voice and chat channels for call queuing and 

routing across mobile apps, web po�als and toll-free public voice networks.

 AI-powered conversation bot: Provides 24/7 self-service for FAQs with seamless handoff 

to live agents for complex issues, helping reduce training and operations effo�.

 Agent efficiency with AI assist: Gemini-powered AI identifies call intent and provides real-

time guidance, step-by-step assistance and knowledge suggestions based on 

conversation context.

 AI-driven quality management: CCAI Data Insights provides KPIs such as overall call 

volume across channels, percentage and number of automated calls, first call resolution 

and average handling time. Insights include topic modeling, auto-classified conversation 

logs and dashboards that deliver real-time and post-call analysis at scale.

 Data insights: Provides real-time repo�s and dashboards that track operational KPIs such 

as overall call volume across channels, the percentage and number of automated self-

service interactions, first call resolution and average handling time.

 Enterprise-ready AI: Ve�ex AI provides access to the latest Gemini models, enabling rapid 

innovation and deployment of AI-powered contact center solutions.

 Seamless platform integration: Suppo�s industry-specific workflows for context-aware 

customer interactions.
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Business outcomes

40% potential reduction in human intervention cases
Omnichannel conversational AI (chatbot or voice bot) handles routine inquiries and 

FAQs, increasing automation and reducing human intervention by 30 to 40%.

30% potential reduction in average handling time:
AI Assist helps reduce average handling time by 25 to 30% by suggesting next best 

actions, integrating CRM knowledge and auto-generating summaries.

15% potential increase in customer satisfaction rates
Unified agent screen and CRM integration (Salesforce or ServiceNow) help improve 

customer satisfaction by around 15% through faster, more accurate and 

personalized service.

Actionable analytics
Insights and analytics enhance service quality and compliance.




