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LEADING PUBLIC SECTOR ORGANISATIONS ATTEND HGS FORUM IN 

LONDON 
 

London, 30 January 2013: Customer management decision makers from leading public sector 

organisations attended an HGS Best Practice Forum in London’s Cinnamon Club on 29 January.  The 

discussion centred on the challenges faced by public sector organisations at a time of increased 

Government austerity and evaluated best practice approaches that would contribute to reduced 

operational cost, without compromising services to citizens. 

 

Representatives from the National Health Service (NHS), the Department of Energy & Climate Change 

(DECC), the Foreign & Commonwealth Office (FCO), the Identity and Passport Service (IPS), the 

Department of Business, Innovation & Skills (BIS) and the Universities & Colleges Admission Service 

(UCAS) took part in a lively debate about emerging customer management trends including analytics, 

channel shift and self service. 

 

A keynote presentation given by David Naylor, Director of Analytics for the customer management 

consultancy, Ember, highlighted dramatic savings achieved by the London Borough of Merton through 

the application of advanced customer analytics in its Council Tax payment contact centre.  “Analytics is 

giving organisations like Merton the ability to identify and eradicate the issues that drive calls to the 

contact centre.  It gives them the insight they need to make life easier for citizens while reducing the 

contact centre’s call on public funds.”  It is ‘win-win’ opportunities like these that the forum was 

designed to identify and capture. 

 

“HGS works with a number of public sector organisations. We’re already delivering overseas passport 

assistance by phone and via web chat for the FCO and IPS. We are also providing services that 

complement BIS’ new digital strategy for Business Link and are currently helping DECC deliver the 

Green Deal,” says Rob Irons, Director of Public Sector Services for HGS.  “We will continue to work 

with clients in this sector to implement cost effective, service enhancing change across all 

communication channels.” 

 

The day’s discussion was warmly applauded by its highly-engaged audience and, at their request, HGS is 

developing plans for a second public sector forum later in 2013.   

 

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.  
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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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