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Overview

A growing global tech company needed to scale its IT Request Management. Manual processes could not keep pace with demand, and 
clients wanted a web-based, self-service solution. Using HCL Domino, the company built a flexible, modular web platform. This smart 
approach reduced manual effort, lowered costs, and allowed the company to outperform larger, more expensive ITSM platforms.

Managing IT service requests for 
enterprise clients requires speed and 
accuracy. You must handle massive 
volume without hiring an army of 
support staff. For a leading 
international technology provider 
supporting roughly 750 enterprise 
clients, outdated manual processes 
became a severe bottleneck.

As the company grew from a handful 
of enterprise customers to hundreds, 
their email-based request system 
struggled to keep up. Their largest 
client soon demanded a web-based 
interface with self-service catalogs 
and automated business processes.

The team faced a critical choice. They 
needed a system that met unique 
client needs without drowning the 
company in development debt. 
Building a custom solution for every 
new client scales poorly and makes 
maintenance very difficult. They 
needed a platform that allowed for 
flexibility and rapid deployment.

The Challenge

The company chose HCL Domino to 
build a robust web interface from 
scratch. Instead of building rigid 
applications, they treated their 
development process as a way to 
create tools in a toolbox.

They focused on scalability by 
building modular functions. Staff 
could easily enable or disable these 
modules for different clients. This 
approach allowed them to configure 
the system for new customers rather 
than customizing the code every time.

This low-code environment 
empowered Tier 2 support staff to 
handle content configuration. They 
deployed complex processes quickly 
without needing deep developer 
intervention for every change. This 
flexibility turned their Request 
Management service into a nimble 
product that operated efficiently.
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HCLSoftware is a global leader in software innovation, dedicated to powering the Digital+ Economy. We develop, market, sell, and support 
transformative solutions across business and industry, intelligent operations, total experience, data and analytics, and cybersecurity. Built on a rich 
heritage of pioneering spirit and unwavering commitment to customer success, we deliver best-in-class software products that empower 
organizations to achieve their goals. Our core values of integrity, inclusion, value creation, people centricity, and social responsibility guide everything 
we do. HCLSoftware serves more than 20,000 organizations, including a majority of the Fortune 100 and almost half of the Fortune 500. Learn more 
about how HCLSoftware can help you achieve your goals at https://www.hcl-software.com/

About HCLSoftware

The impact of HCL Domino on operational efficiency is significant. The platform's flexibility allows the team to compete with major 
market leaders and implement solutions quickly.

The Results

Key outcomes include:

This global technology provider proved 
that the right platform, used intelligently, 
delivers massive operational success. By 
leveraging HCL Domino, they built a 
service that is cost-effective, scalable, 
and resistant to software bloat.

Moving forward, the team plans to drive 
further efficiency gains. Their roadmap 
includes a cloud-native evolution and 
the integration of AI to enhance the user 
experience. They remain focused on 
engineering productivity, ensuring their 
tool continues to outperform modern 
competitors.

Conclusion

Discover how HCL Domino can help you scale your IT operations and drive efficiency. Contact us today to learn more.

In the early days, the team averaged 
150 transactions per full-time 
equivalent (FTE) per month. Today, 
that number has jumped to over 
10,000 transactions per FTE.

Explosive productivity growth: 

For some clients and processes, the 
system requires minimal support 
labor. It operates entirely as a 100% 
self-serve, automated loop.

Zero-touch automation:

The low platform cost of Domino 
provides a massive advantage over 
expensive big-box solutions. The 
company avoids hefty per-user or 
per-transaction fees.

Cost effectiveness:
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