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HGS ADDRESSES SOCIAL MEDIA AT LONDON SEMINAR 
 

London, 5 January 2013: HGS UK drew 2012 to a close by hosting a seminar focused on the social 

media revolution that looks set to reshape customer contact practices in 2013 and beyond.  Thirty top 

decision makers from leading consumer brands and public sector organisations, including Mars, ITV 

Television, Everything Everywhere, Waterstones, Sainsbury’s and the Foreign & Commonwealth Office, 

joined HGS for the event held in London’s renowned Cinnamon Club on 6 December. 

 

Mike Havard, Director of customer management consultancy, Ember Services and author of several 

research reports on social media, delivered a key note presentation that reinforced the need for 

organisations to become ‘digital by default’ in their customer contact strategies.  He was joined by Vikki 

Chowney, Head of Online Community for the digital marketing agency, TMW, who highlighted social 

engagement success stories from companies including Lynx and Diageo. 

 

HGS’ Director of Business Excellence, Richard Glanville, partnered with European HGS Project 

Director, Mike Wills, to examine the innovative social media strategies currently deployed by the global 

FMCG giant, Unilever, across its pan-European consumer service operation. HGS heads these consumer 

support centers for Unilever across the UK, France, Germany, Italy and the Netherlands. 

 

“Unilever operates social media sites for all of its key brands including Ben & Jerry’s, Marmite, Pot 

Noodle and Dove,” explains Richard Glanville.  “Operated in parallel with the traditional telephone-

based customer care operation, they give Unilever a truly multi-channel insight to the way customers 

are thinking and responding to these high profile consumer brands.” 

 

Discussion at the seminar acknowledged consumers’ role in revolutionising the customer/company 

relationship by using social media to publicly air their opinions – positive or negative – about service 

performance.  An active and challenging debate examined how organisations can engage with consumers 

online both to engender loyalty and provide valuable services. 

 

Richard adds, “Social media is now a vital part of any multi-channel communication programme and it is 

time for organisations to engage with confidence.  They must appreciate, however, that consumers see 

social media communities as their personal space and that they must win the right to engage with them 

there by delivering innovative and truly responsive service opportunities in a respectful way.” 

 

HGS hosts a series of regular seminars on topical customer management issues throughout the year.  If 

you would like to find out more, email Sowmini George at sowmini.george@teamhgs.com 

 

About HGS UK  

HGS UK operates from three contact centres in the UK and four on the European continent. It handles in excess 

of 50,000 customer interactions a day across multiple channels and in 14 languages. Its clients include some of 

the UK’s most reputable brands including Unilever, TalkTalk, Virgin, the Department of Innovation & Skills and 

the Department of Energy & Climate Change. www.teamhgs.com  
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For further information please contact:  

Roger Beadle  

M: +44 - 780 15938143  

E: RogerB@teamhgs.com 

 

About Hinduja Global Solutions (HGS):  

HGS, part of the multi-billion dollar conglomerate – Hinduja Group, is a world leader in Customer Relationship 

and Business Process Management, with a global footprint across North America, Latin America, Europe, Asia 

and Africa. With over three decades of experience with some of the world’s most recognized brands, it delivers 

the best practices that drive exceptional results for its clients. Its contact center solutions, back office transaction 

processing services, domain analytics and process consulting solutions combine operational excellence with 

functional expertise. It enjoys “Preferred Partner” status with most of its major clients. HGS currently serves 520 

clients through its 54 Global Delivery Centers & employs close to 24000 people worldwide. HGS India is a public 

limited company, listed on the National Stock Exchange (NSE) and Bombay Stock Exchange (BSE). It had a 

turnover of $323 million in the fiscal year 2011-12 
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