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Name: Video Enabled Chat Bots  Service 

Unit: 
Modern 
Applications 

 
Key Challenge statement: 
 

Direct replication of customer needs with the help of customer interface and new age communication 
 
Providing personalized new age communication to respond to customer requirements. For e.g. a 
customer tries to buy an insurance policy online. He has some questions and doubts and therefore gets 
into a conversation with chat system. Upon getting some clarifications, he/she shortlists certain insurance 
options and requests for a quote. This quote is delivered in the form of a personalized video. Video is 
driven through the information collected earlier on through the chat system 
 
Increase in use of digital devices among customers have seen a steep rise in the percentage of business 
carried out online; this scenario attracts interests in BFSI (to say) organizations to go digital and promote 
business online. Online business enables the organizations to do transactional communication and close 
business deals instantly. 
 
Background of the challenge: 
 

Concept of customer communication management is selected to deliver to targeted customers with 
personalized messages like marketing campaigns. 
 
With the advancement of chat bot – real time customer preferences can be delivered via new age 
communications (like personalised video or interactive statements) on customer preference.   
 
Customer organizations these days are exceptionally good in traditional way of businesses; however, they 
stand behind in providing optimum customer experience to today's customers. To increase the business, 
the organizations have to personalize the communication to make an impression on the customers. 
Personalized video conversations are proven to be easy and more effective. 
 
Scalability of the challenge 
 

From an individual to enterprise level, the need for personalized communications messaging is required 
and relevant for selecting preferred options with respect to an individual/group/ mass messaging. For e.g. 
Policy options provided for an individual may impact buying decision of a larger group. 
 
The BFSI industry is undergoing digital transformation and this improves BFSI customer experience. 
 
Which major business vertical does this challenge impact/pertain to? 
 

Though the solution is industry agnostic, it should majorly focus on delivering new age communications 
[personalized video] in BFSI and healthcare sections, where customer interaction is important for 
capturing customer preferences. 
 
  



 

 

Potential business which could be opened if the challenge is solved: 
 

 Direct impact on potential down frame for business 
 For e.g., buying of an insurance policy on the business recommendation made - this will also increase 

customer engagement to enhance return business.  
 Across BFSI the percentage of online sales will be improved, as the customer organizations have to 

upgraded to promote online business. 
 
Nearest solution or player with development in this space? 
 

Customer engagement solutions with chat bots are pretty much available in the markets, integrations 
with new age communication options (personalized video) can be a game changer. 
 
Why this challenge is critical for HCL:  
 

In order to maintain relationship outside the boundaries of the contract, integration of chat bot and new 
age communication will enhance customer engagement, improvise customer relationship and 
opportunities for return business. 
 
With increasing demand of customer experience enhancement solution provides ease and means to 
capture customer preferences and direct them to decision making recommendations (this will be based 
on insights generated on customer preferences data records) 
 
Expected solution’s guidelines 
 

 Insights 
 Interactive dialog in chat bot must all personalized data, necessary to compose the video, is 

available. Complete list of question-answer pairs should be preloaded for the various customer 
dialogs with the chat bot which creates triggers to capture events. 

 Interactive statements and personalized videos must be imported into the CCM application. 
 When a user gets into a conversation, input data will be captured in the chat system for the 

creation of new age communications. Then, input will be routed to CCM application, from where 
it will traverse through various workflow for the generation of output. 

 Finally, output will be delivered in the form of personalized video or interactive statements to the 
end user. 

 
 Chat bot 

 Chatting has emerged as the communication medium of choice for today’s smartphone carrying 
generation.  

 With messengers catching the attention of the end consumers, companies are following suit with 
their communications being chatified.  

 Chat bots integrated into messengers are carrying targeted customer communication in the form 
of text messages. Popular messaging platforms are coming up with APIs which allow chat bot 
development and integration within their messenger apps possible. 

 
 New age Communications 

 Personalized video is a combination of real time personalized data and animation that engage 
the user through a story.  

 The video communication is based on HTML5 technology and it is uniquely tailored for each 
customers’ background.  



 

 

 The video can be delivered through multiple channels such as email, social platforms and SMS 
and can be seamlessly accessed across multiple platforms and devices. 

 Interactive communication is a self-consistent HTML file providing the final customer a ‘clickable’ 
live document with his/her personalized data for a unique customer experience. 

 
 Recommendation  

 Customer feedback analysis can point to communication areas which have lower levels of 
satisfaction. Such communication areas can be a good candidate for chat bot development. 

 
 Business development and generation 

 Chat bots can be an effective tool to enhance customer communications, improve customer 
engagement and deliver better experience to end users in the form of personalized videos or 
interactive statements. 

 
 


