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HGS Leads Discussion on Transformational Outsourcing at the Customer 

Engagement Summit 

London, November 29 2013: HGS joined industry leaders at the 2013 Customer 

Engagement Summit in London to discuss best practices in customer service delivery, 

performance and productivity.  The 1-day Summit attracted over 400 decision makers from 

the industry and included key notes from organisations such as Argos, Lego, Lloyds 

Banking, Virgin Media and BT Retail.  A major player at the conference,  HGS headed an 

interactive workshop on ‘delivering superior service without huge cost investment’  

chaired by Mike Havard – leading customer service analyst and practitioner. Mike was 

joined by Les Blacker – Site Director for HGS’ award winning Preston Retention and Loyalty 

Centre, who spoke on managing agent performance effectively. Les drew from his 

experiences at the Preston centre, touching upon the innovative staff engagement 

initiatives which won it an award at the 2013 Global Contact Center Awards.   

Roger Beadle – Head of Sales and Marketing at HGS Europe comments, “HGS Preston has 

been a shining beacon for our UK centres, setting an example for superior service delivery 

and client satisfaction. This is possible largely due to the processes we have established to 

manage agent performance and boost productivity. Over the years, this has helped us meet 

more than just our performance goals – it has enabled us to transform our client’s 

Retention and Loyalty programme into a unique value proposition for their business.” 

Chris Wood – Managing Director for the Customer Engagement Summit adds – “ The 

Customer Engagement Summit is all about bringing together leaders in customer service so 

they can share their stories and learn from experiences of others. We are happy to have 

partnered with HGS – who has established itself as a thought leader in the area of 

transformational outsourcing.” 

HGS continues to strengthen its position as a leader in transformational outsourcing 

through participation in leading industry events and conferences. 
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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   

Follow us at: #teamhgsuk 

About Customer Engagement Summit 2013 

The CES Summit is the joined-up customer experience event to drive customer and 

employee engagement solutions, performance and profitability. It includes world class case 

studies, presentations from leading practitioners, economists and academicians from 

around the globe, panel discussions and opportunities for high-level networking with 

peers. 

http://engagecustomer.com/summit.detail.php  

#engageces 
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