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Challenges

Theindustry faces a series of challenges such as:
Y Legacy systemsleading to high manual interruptions and creating multiple ownerships
Y Long Order Rulfillment cycle time causing huge backlog of orders; this leads to loss of revenue due to delay in provisioning

Y Rise in cancelled orders due to incongruence between sales and service delivery resulting in high customer churn; also the difficulty in
managing orders from multiple sales channels

Y Increasein competition and triple play which is ahuge challenge in gaining market share

Y Interaction with various LECs and proprietary systems, increases the TAT if not monitored closely during pre-provisioning
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HCLedhnodoes Lierdit- BPOvi®ers

»p HCL Advantag

Y Largest Indian BPcer®eider éhedom verticall Business Benefits

Y Strong domain expertise to guide the underst¥nRedigtion fn &ler Pocessing ycle ime wich dads
business needs and achieving goals of our Clieifcreaseinrevenues

G Clear and complete understanding of the Dr\?deibnts?‘sltéhltlfﬂb‘?'l'bﬁcuracylnOrderprowSlonlng
process in the telecom domain Over 1 30 employee

handling more than 20 vOsideriPgl&lFnen Y Consistent perbrmance in Order failure reduction

Y Consistently delivering business impact | Comnresudting dnvimgproved customer satisfaction and
starting from 2nd year of the engagement reduced reprocessing volumes
Y Proven transition methodolodfyo aXRaM©R .
i . Incrg e .in. end-user satisfaction by reduction in
predictable and consistent results and refach st y state

earlier average order completion cycletime

Y Technology-led busviness aed solutions: Inl-hous&haring of best practices based on HCL BPO's
applications afmdnpence management tools|to| drive
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. . experience and knowledge in Telecom Order
continuous improvement
Y Working knowledge in handling Client's Iegacy SFuLfIEImne]nt

Y Experience in interacting with major LECs in Ugmproved capacity and utilization through
cross-training advisors across markets and multiple

Order types
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About HCL Technologies Limited. - Business Ser vées

HCL Technologies is a billion dollar leading global IT services company, working with clients in the areas that impact and redefine the
core of their businesses. Since its inception into the global landscape after its IPO in 1999, HCL focuses on 'transformational
outsourcing', underlined by innovation and value creation, and offers integrated portfolio of services including software-led IT solutions,
remote infrastructure management, engineering and R&D services and BPO. HCL leverages its extensive global offshore infrastructure
and network of offices across the globe to provide holistic, multi-service delivery in key industry verticals including Financial Services,
Manufacturing, Consumer Services, Public Services and Healthcare. HCL takes pride in its philosophy of 'Employee First' which
empowerstransformereabeeadaluf@theustomers.

Want to learn more on HCaVvisOoniergRses
Contact: telecom.bpo@hcl.com
www.hd.com www.hdbpocom



