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Within Intelligent Product Support, LUCY is currently primarily being used in support of IT services, with 
current examples being virtual machine provisioning, Office365 support for a major CPG company, along 
with technical support for a major pharmaceuticals firm, and for a high-tech firm. Within BPS, LUCY is 
being deployed in support of the contact center for a major bank and to replace existing chat services 
within a telecoms operator. 

In terms of bank automation, HCL has, for one major bank, reduced the absolute number of FTEs 
associated with card services by 48%, a 63% decrease based on the accompanying increase in the 
workload. Elsewhere, for another bank, HCL has undertaken a digital transformation including 
implementation of Toscana©, resulting in a reduction of the number of FTEs by 46%, the implementation 
of a single view of the customer, a reduction in cycle time of 80%, and a reduction in the “rejection rate” 
from 12% to 4%. 

For one bank, HCL has applied RPA to account opening. Here the stages in the account opening process 
post-automation became: 

� Automated indexing and case creation using OCR 

� Manual matching of AML documents with incoming application, followed by automated checklist and 
completion check 

� Automated MLD update according to pre-defined business rules 

� Automated account opening & linking to other customer accounts 

� QA - call-off where system errors 

� Automated ordering of cards/check books etc. 

This application of OCR and RPA (Blue Prism with ~100 bots) resulted in an 80% reduction in AHT and a 
41% reduction in headcount. 

For a U.S. based custodian, HCL conducted its 3-lever automation study in support of derivatives trade 
processing. The following were the individual findings from the studies: 

1. Risk and Control Analysis: Found 10 different types of errors which had manual controls defined. 
This increased the risk in the process significantly 

2. Lean & Six Sigma recommendation: 4 different process improvement recommendations were 
made. The most important was the introduction of a single queue of incoming trades instead of 
five different queues – one for each input channel. 

3. RPA study: The control points were automated using RPA and the lean recommendations were 
included in the RPA process to reduce the number of steps that needed automation. HCL’s 
proprietary AI/ML solution – Exacto | trade was used to book faxed trades. 

Exacto | Trade reduced the manual errors within booking of faxed trades and while giving increased 
scalability and logging proper audit trails. The hit ratio of each type of error was logged, and RPA was 
implemented to automate the manual controls. In the automated process, it was found that the errors 
were reduced by up to 80%. 
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