
HCL iAutomate: 
GenAI-fueled
intelligent runbook
automation



Today, IT function play� a very 
crucial role for an enterpri�e in 
en�uring the availability of critical IT 
and bu�ine�� �ervice�, to avoid any 
financial impact, both in term� of 
revenue and co�t. But IT team� find 
it difficult to identify and proactively 
re�pond to i��ue� due to 
heterogeneou� tool� and 
technologie� and increa�ing 
complexity of enterpri�e data 
center�. In particular, �y�tem� are 
currently facing unprecedented
load� leading to a �pike in IT-related 
i��ue�, while employee� are �till 
trying to �ettle in the New Normal. 
Thi� po�e� an imminent ri�k to the 
bu�ine�� �ervice�, and it� mitigation 
i� a challenge faced by every CIO.

Value of  
HCL iAutomate
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A �ignificant volume of the�e i��ue� are repetitive, recurring, and mundane and require 
�ub�tantial human effort, multiple employee� for re�olving a �ingle i��ue. Thi� ha� a direct 
impact on the efficiency of the bottom-line and the employee�, nece��itating the invention of 
new approache� that can lead to a re�ilient enterpri�e.

Adopting Intelligent Automation �olution� i� the key to building re�ilience. Intelligent 
Automation i� no longer a choice, but in�tead a requirement. By leveraging �uch �olution�, 
enterpri�e� can deliver a �uperior cu�tomer experience with �ignificantly lower waiting time. 
HCL iAutomate (iAutomate) i� one �uch GenAI-fueled intelligent runbook automation 
�olution that enable� CIO� to automate runbook� driving higher efficiency and agility in    
their environment.

HCL iAutomate i� an Intelligent Runbook Automation product that integrate� AI and 
Automation to �treamline enterpri�e IT operation�. Utilizing ML, NLP, and Generative AI, it 
comprehend� i��ue�, recommend� corrective action�, and initiate� automatic re�olution� and 
attain� zero-touch automation. Featuring an interactive UI and a repo�itory of over 3400 
configurable and reu�able runbook�, HCL iAutomate en�ure� robu�t, end-to-end remediation.
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• Reducing operating co�t� i� paramount 
while enterpri�e� are preparing for 
potential financial di�tre�� in the New 
Normal

• Automation take� precedence over 
other �trategy line item�

• Lack of �elf-�ervice mechani�m� and 
limited channel� of �upport lead� to 
enormou� �train on IT function� and 
�ervice de�k� leading to long waiting 
time and incon�i�tent u�er experience
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Challenges addressed by HCL iAutomate
IT infrastructure and strategy

• Remote working could become the New 
Normal; 20% workforce may never return 
to their working location�

• The “Tap the Shoulder” approach i� not 
going to work anymore; employee� will 
have to be enabled and empowered to 
operate independently

Cultural transformation

• Sudden �urge in the number and age of 
ticket� a� employee� try to �ettle in the 
New Normal

• Shortage of Subject Matter Expert� 
when enterpri�e� need them the mo�t

• Managing influx of new category ticket� 
while the proce�� �till require� exten�ive 
human intervention

IT operations
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Key Features

Intelligently analyze ticket data from IT Service 
Management platform to identify potential 
automation candidate�

Self-Service driven identification of 
Automation candidates

Injected with Generative AI capability it redefine� u�er experience with enhanced capabilitie� around 
proactive i��ue re�olution & driving greater productivity
• Generation of knowledge article� via chat interface
• An�ible playbook generation 
• Recommendation of related ticket� to, enhancing u�er'� ability to under�tand and re�olve i��ue�
• Document �ummarization for ea�e of under�tanding
•  Enhanced knowledge article� recommendation 

Experience IT Automation with Generative AI

Leverage NLP to under�tand and analyze the 
context of the i��ue, recommend the mo�t 
relevant �olution from it� repo�itory, trigger it
automatically for remediation

Machine Learning and
NLP-enabled

Automation diver�ity
Support� different type� of automation� –
• Incident�
• Service reque�t� ta�k�
• Change reque�t� ta�k�
• Event-driven remediation
• Scheduled execution�
• Ad-hoc execution�, and many more

OOB runbook repo�itory
• More than 3400+ reu�able and configurable 

runbook� available out of the box
• Cu�tomizable ba�ed on client’� exi�ting 

proce��e� and other requirement�
• Build non-exi�tent automated workflow� on 

the fly

Enterpri�e-grade �ecurity
En�ure �ecurity of your clo�ed-loop
automation� through variou� mechani�m�, like:
• Data encryption
• Token-ba�ed authentication� for 

integration�
• SAML-ba�ed authentication�
• Key rotation mechani�m to avoid 

eave�dropping

Real-time update�
• Track the action� performed by automation� 

on target end point� on a real-time ba�i�
• Leverage the data for auditing and 

governance for future knowledge 
recommendation

• Proactive mail notification� to detect 
�topped / pau�ed job� for better vi�ibility 
and trouble�hooting

Knowledge a��i�tance
• Aggregate� knowledge from multiple 

enterpri�e �ource�, internal and external to 
build a unified knowledge ba�e

• Proactive Knowledge A��i�tance to human 
agent� for fa�ter re�olution�

Dashboard
Capture metric� for your automation� and track 
the performance of the automation platform
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Business benefits

• Avoid operational ri�k� and en�ure 
compliance by avoiding critical outage�

• Reduce e�calation� and improve SLA 
compliance by up to 20%

• Achieve up to 85% reduction in 
Mean-time-to-re�olve

Mitigate risks*
• Automate redundant ta�k� and let 

employee� focu� on high-value activitie�
• Reduce manual effort by 30% to 60%
• Improve cu�tomer �ati�faction by up to 

50% by providing fa�ter incident and 
�ervice reque�t re�olution�

Drive higher efficiency*

*The�e number� are �ubject to client environment.

• Quick implementation in 6 to 8 week�
• Leverage 3400+ reu�able and 

configurable runbook� out of the box
• Achieve zero-touch automation �tate 

in 4 to 5 month�

Rapid time-to-value
• Achieve up to 30% reduction in �ervice 

de�k related co�t�
• Quick and high ROI

Reduce costs*

$254B �upermajor Oil and Ga� company 
embed� end-to-end incident re�olution 
�oftware to halt ticket e�calation and 
increa�e "One Touch" interaction� with HCL 
iAutomate

18 Live u�e ca�e count

304K Ticket� handled

97% Succe��ful re�olution

52% Reduction in MTTR

74K+ Effort �aving� (man hour�)

45 Live u�e ca�e count

434K Ticket� handled

84% Succe��ful re�olution

73%  Reduction in MTTR 

180K+ Effort �aving� (man hour�)

HCL iAutomate enable� end-to-end 
Automation for a $35B Mining and Natural 
Ga� company with 95,000+ employee�

Success stories
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HCL Intelligent Operation� i� focu�ed on tran�forming and �implifying enterpri�e IT and
bu�ine�� operation�. Our exclu�ive product� and platform� enable enterpri�e� to operate in a
leaner, fa�ter, and co�t-efficient manner while en�uring �uperior bu�ine�� outcome�.

About HCL Intelligent Operations

Enable a 
�ervice-oriented 
enterpri�e

Our vi�ion 
focu�e� 

on

Provide AI-led 
�ervice 
a��urance

Drive 
enterpri�e-wide 
digital agility

Facilitate 
bu�ine�� flow 
intelligence

Want to know more?
Vi�it our website and experience the product now.
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https://www.hcl-software.com/intelligent-operations/iautomate?referrer=www.google.com


hcl-�oftware.com

HCLSoftware, a divi�ion of HCLTech, develop�, market�, �ell�, and �upport� �oftware for Bu�ine�� 
Solution�, Intelligent Operation�, Total Experience, Data & Analytic� and Cyber�ecurity. HCLSoftware 
i� the cloud-native �olution factory for enterpri�e �oftware and power� million� of app� at more than 
20,000 organization�, including more than half of the Fortune 1000 and Global 2000 companie�. 
HCLSoftware'� mi��ion i� to drive ultimate cu�tomer �ucce�� through relentle�� product innovation.

About HCLSoftware


