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Delivering Smarter & Compliant Operations



More Efficient Operations

Ensuring Regulatory Compliance and Risk Management

Grow the Business with a Competitive Advantage

As a C-suite executives your strategically focused on improving 
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How to improve Operational

Inefficiencies ?
Ever Evolving Customer 

Expectations

Continuous Increasing Risks
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…but your faced with challenges across each of these areas… 

If you can’t see the complete E2E 

picture! How do you understand 

the problem or get ahead of it ?

Environmental or technology changes, 

more complex regulations, things not 

working, fines.  

Customers demand more ! If they 

complain can easily shift to another 

service or product
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….and within your business your teams are working in silos….

Teams

Information 

Presented

KPIs / 

Metrics

Lots of 

different 

Dashboards

Business reporting Infrastructure Monitoring Application Performance Monitoring

Ops team bombarded with standalone 

Infrastructure alerts
Application Monitoring Notifications 

flooding the teams on ground

No correlation between Business KPIs and 

Monitoring Alerts

• Profit Margin

• Inventory Turnover

• Conversion Metrics, Demographic 

Metrics

• Analytics, Machine Learning for 

forecasting

• Synthetic Monitoring, Real User 

Monitoring

• Code-Level App-Level diagnostics

• Response Time

• Error Rates

• Peak Processor Performance

• Current CPU Load

• Physical Read/Write 

• Network throughput
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Observable views 



Enhancing Observability with Intelligence & Business 

Observability 

Data  

What is working or 

not working?

Analytics & AI / 

ML

What is the current 

state and predictive 

view? 

Intelligent 

Business 

Observability

Deep insights 

Make faster and better 
decision aligned with 
business outcomes.

A real time view 
of data all in one 

place.

Correlated analysis to 
arrive at the root cause 

faster.

Identify and predict 
failure points.

What is the outcome of an Intelligent Business Observability?

Business 

Process

How is my 

business 

performing?

Observability Equation
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Connect Business and IT Observability - Top Down & Bottom UP! 

Session ID

Data 

Visualization

Alerts

Auto Incident 

creation

Full Stack

Observability

Business 

Observability

IT 

Observability

Enterprise Platforms 

& Apps Infrastructure
Cloud Deployments and 

Cloud Native Applications

Network

Components

Business Process Mining 

and Process Discovery

Build, Test & 

Deploy LogsIOT Assets

Metrics Events Logs Traces

MELT (Open Telemetry)

HCL iControl 



HCL iControl +
Business Flow Observability

The Enterprise Command Center with
- AI Decisioning 
- Regulatory Metric Compliance 



Stores business flow context and key controls (KPIs)

Enterprise Monitoring

Business
Technology 

Management

Business Process Flow Observability

Define the controls in context of the business service 

value stream / process flow. - Use our Gen AI to 

assist 

HCL iControl 

Act (AI Decisioning) and improve to avoid 

business impact. 

Observe the calculated metrics in context of the 

flow for action and impact.  Intelligent business 

rules engine.

Link the data to the Control (Target) / KPI 

Europe and MEA Partner Summit · Barcelona 
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Empower your business to understand the business processes 
and IT operations in a single End-to-End view 

Clear E2E business flow views Simple to maintain and scale 

Real time alerts for any KPI breach AI & ML enable predictive analytics

Drive faster MTTI 
and MTTR



GenAI Automated                5 Step Methodology AI Reporting      

End to end flow maps

How do our systems deliver business outcomes ?

Historical Trending and Analytics enables full 

Operational Control and Transparency of 

performance today, this month, or this year 

Defining the Business and 

IT Services

Process 

discovery

Define the metrics, service 

level targets and KPIs to be 

measured

Performance 

Metrics 

Design

Defining what data will be 

mined from monitoring 

tools to establish the real 

metric performance

Data 

Identification 

Design

Work with support teams  

Implementing observability 

tooling HCL iControl

Observing 

Delivery

Ensuring solution delivers 

the value

Measure 

and 

Improve
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n Number of Business KPIs

Prepare 

quotation 

(CPQ)

Send 

quotation for 

approval

Create sales 

order

Initiate sales 

order approval

Check GATP 

& GTS

Create delivery 

order and send 

ASN Notification

Initiate Pick 

Pack and PGI

Update Shipping 

and ASN 

Notification

Send delivery 

notification

Send invoice

Receive delivery 

confirmation 

(PoD)

3 2 1

2

1 1 1 2

1

1

1

Receive order 

from customer

Create account 

if new 

customer

1

Validate the 

Customer

1

Payment 

Validation

1

Payment 

Rejected

1

Refunds 

Processed

1

Payment 

Accepted

1

Record of 

payment 

created

1

Generate 

payment 

receipt

1

Repayment 

Notification 

Sent

1

1

Order To Quote
Sales Order To 

Availability
Delivery To Invoice Delivery To Cash

Example: A typical “Order to Cash” process map



GenAI to create the business flow and controls

Weeks of 

discovery 

turned into 

seconds…



HCL HIVE + iControl



CFO 

Office

CEO 

Office

COO 

Office

Enable an Enterprise Command Center with HCL iControl

Enterprise 

Command Center

Powered by Business 

flow observability

Logs EventsMetrics Traces

IT Monitoring Tools

IT Infrastructure

Application Monitoring Tools

IT Infrastructure

Logs EventsMetrics Traces

IT Monitoring Tools

IT Infrastructure

Application Monitoring Tools

IT Infrastructure

Logs EventsMetrics Traces

IT Monitoring Tools

IT Infrastructure

Application Monitoring Tools

IT Infrastructure

Logs EventsMetrics Traces

IT Monitoring Tools

IT Infrastructure

Application Monitoring Tools

IT Infrastructure

Business Unit 1 Business Unit 2 Business Unit 3 Business Unit N

Operations Team

● End to End 

Business

Flow Visibility

● Real time 

Observability

● Predictive Analytics

Business Users

● Business Contextual 

Reporting

● Persona based 

Performance 

reporting

● Aggregated Control 

Performance
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Operational 

Regulatory & 

Compliance 

Controls  

Enterprise Command Center 

Risk & 

Compliance

AI based 

decision 

recommendat

ion

AI Decisions 

Digital Twin

Observability – Risk and Compliance & AI Decision Twins

16



Duplicate & High 

Operating Costs

Non Compliance 

Risk

Too Many 

Regulations
AI-DRIVEN DOCUMENT 

DIGITISATION​

STANDARDISED COMPLIANCE 

WORKFLOW​

EVIDENCE-BASED COMPLIANCE 

REPORTING​

Resolving Regulatory & Compliance Pain Points



Real Time Compliance in Action!
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Example: Overlapping Regulations Between SAMA and UAE CB

Regulatory Area Jurisdiction Regulator Applicable Regulations Overlapping Requirements

AML/CFT

Saudi Arabia SAMA

AML Law (Royal Decree M/20) - Combating 

Terrorist Financing Law (M/21) - SAMA AML 

Rules

Risk-based KYC/CDD - Suspicious Transaction Reporting (STRs) -

Minimum 5-year record retention - Sanctions screening - Staff 

training/internal controls

UAE CBUAE

Federal Decree-Law No. 20 of 2018 - Cabinet 

Decision No. 10 of 2019 - CBUAE AML 

Rulebook

Same as Saudi (aligned under FATF standards)

Consumer 

Protection

Saudi Arabia SAMA
Financial Consumer Protection Principles 

(2019)

Fair treatment of customers - Transparency and disclosure of 

product terms and fees - Complaints handling - Product suitability -

Data confidentiality

UAE CBUAE
Consumer Protection Regulation (2021) -

Consumer Protection Standards (2022)
Same as Saudi (CBUAE guidelines mirror SAMA’s core protections)

Fintech & VASPs

Saudi Arabia SAMA

SAMA Fintech Regulatory Sandbox (2018+) -

Licensing requirements for e-wallets, 

crowdfunding, etc.

Sandbox testing and approval - Licensing and authorisation of 

providers - AML/KYC obligations - Cybersecurity expectations -

Consumer transparency

UAE
CBUAE (plus 

VARA, ADGM)

CBUAE Fintech Office Framework - VARA 

Virtual Asset Regulations (for Dubai) - ADGM 

RegLab

Similar to Saudi; UAE framework supports regional interoperability 

and FATF compliance



Together
Delivering an integrated automated 
compliance and control ecosystem

Surety tracks the obligation 
status

HCL’s iControl provides that 
automated evidence. Individual 
Metrics, or Aggregated calculated 
controls with the business impact

Real-Time Traceable Compliance

It’s not just about what should happen — it’s about what actually happens.



Hear from our Customers why Observability Matters?



Operational 

Compliance 

Controls 

Enterprise Command Center 

Risk & 

Compliance

AI based 

decision 

recommendat

ion

AI Decisions 

Digital Twin

Observability – Risk and Compliance & AI Decision Twins

23



Enabling Hyper automation with AI Digital Twin 

Impact occurred and proactive 
notifications generated by iControl

What does HCL AI Digital twin  do?

● Replicates a human expert’s decisions creating their  

“Digital Twin”.

What is a Digital Twin?

● An AI Model (or series of models) that responds to a 

decision problem as its human counterpart would make.

Standard 
Operating 
Procedures

Rules 
Engines & 
Mandates

Analytics & 
AI Predictive
Technologies

Risk/Uncertai

nty e.g., 

Treaty, 

compliance, 

commercial

etc.

Clear 

Next Best 

Action: e.g., 

Insure/decline 

etc.

Digital 
Twin

Real-time
Expert 
Decisions

Intelligent 

Automation

Hyper 

Automation

Automated actions

Escalate/

Authorize

Refer 

decision

RPA 

Automation of 

repetitive tasks 

AI / ML / 

Deep 

learning 

from 

historical 

data 

Decision 

Intelligence / 

Human expert 

augmentation 

RPA 

Automation of 

repetitive tasks 

AI / ML / 

Deep 

learning 

from 

historical 

data 

Human in the loop 

Digital Twin Technology



Next Gen decisions within the business flow observability 

HCL iControl 



Quick hello from the Merlynn CEO 



How do we envision the future?



Revolutionize the Way You Observe and Optimize Your Business 

HCL HIVE:

A full-stack AI-powered 

observability platform that 

brings together data across 

any system to create 

end-to-end visibility and 

provide real time actionable 

insights

Benefits 

Unlocked

Strengthened 

Competitive Position

Strategic Decision 

Making

Enhanced Risk 

Management

Increased Customer 

Satisfaction

Proactive Problem 

Management 

Performance 

Optimization

Improved Cost 

Savings

Reduced 

Downtime

Business Process  

User Experience  Application/ 

Databases   

Infrastructure / 

Network 

Middleware/ 

Messaging 

Data Center Energy

DevOps &

Cloud FinOps

HCL HIVE
Powered by AI

GenAI Assistant
Components Use Cases 

Transactions 

SRE





HCL HIVE 





A Typical End-to-End Business Service - High-Value Payments

Example 

Tolerance 

Monitoring

View the performance of 

Tolerances along the Process

Understand the impact 

of a Tolerance Breach

A service is broken into 

its component steps
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What Controls and Tolerances would we put in place for a Payment 

Flow?

Receive Payment 

Instruction

Route & Qualify 

Payment

Check Payment 

Content

Internal Filtering for 

Manual Intervention

Regulatory Filters Apply Charges

Release of Funds
Clear & Book 

Payment

Ensure the Bank can Receive 

Payment Instructions

• The bank's start of day job must 

complete before start of day 

(08:00am)

• The number of failures at the 

payment acceptance stage must 

not exceed the thresholds

• The bank's online portal must be 

up and running so that 

customers can initiate payments

Ensure the Bank can Release 

Funds

• The release funds services must 

be up and running within the 

bank

• The number of payments where 

the funds are not able to be 

released must not exceed the 

agreed thresholds

Ensure the Bank can Clear 

Payments

• The time since a payment was 

sent for clearing must not exceed 

the thresholds

• The response time for payments 

sent for clearing must not exceed 

the expected threshold

• The clearing gateway must be up 

and running

iControl will store the business service steps and the controls and monitor them in real time
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Delivering Smarter & Compliant Operations
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