
Objective
The client is one of very few companies in the UK to offer parents the opportunity to have stem 
cells harvested from their baby’s placenta immediately after birth and stored in a cord blood bank 
licensed by the Human Tissue Authority (HTA). It’s a sensitive process. 

The parents’ decision to harvest is usually taken early in the pregnancy and confirmed after 
the routine 12-week scan. There are important consent forms to be processed, in line with the 
regulator’s stringent requirements, and then, of course, the final collection, which has to be made 
immediately after birth. For any family it’s a big decision and a crucial procedure. 

There is, after all, only one chance to get it right. Virgin Health Bank relies on a team of specially 
trained agents at HGS to manage the process.

Our Solution
This is not a typical contact centre project. HGS associates are involved at every stage of the 
process, from initial enquiry through to actual collection and the final checks which take place six 
months after the birth of the child. We coordinate the work of medical professionals, arrange the 
distribution of the collection kits to hospitals and organise the delivery of successfully collected 
samples to the storage unit in Plymouth.

The client has credited much of the success of this engagement to the sensitivity with which HGS 
handles customer relationships. HGS’s team of agents all have biology backgrounds complemented 
by rich life experience. One is an Arabic speaker since, in addition to the UK, Virgin Health Bank is 
building its business in the Middle East. The relationship—with a dedicated agent appointed for 
each family—lasts for several months at least. And they are very sensitive months, too, since any 
pregnancy is inevitably emotionally charged.

HGS agents support a five-stage process

1. Application: Agents supply prospective clients with the unbiased information they need to 
make an informed decision. The process is begun over the phone before formal paperwork is 
sent for signature. Once that’s done, the all-important collection kit is dispatched.

2. Healthcare professionals use the collection kit to collect umbilical blood at birth. HGS is often 
involved in providing information to professionals who may be unfamiliar with the process. 
Once the collection is made, HGS organises its transportation to the storage unit.

HEALTHCARE

CLIENT SUCCESS STORY I HEALTHCARE

Comprehensive Outsourced 
Service for a Leading Stem Cell 
Collection Business
Achieving 100% compliance

SERVICES 
PROVIDED

• Comprehensive 
outsourced service 
for a leading stem cell 
collection business

• Managing five-stage 
application, collection, 
and testing process

• Customer service plus 
liaison with health 
professionals

• Coordination of 
collection and delivery 
logistics



“We are certainly seeing a 
growth in repeat business 
as individuals’ confidence 
in the process grows.” 

Chris Goodman,  
Director of Operations,
Virgin Health Bank  

3. Once the collection arrives at the lab, it is subjected to a number of tests to assess its validity. 
The results are sent to the parents, with HGS on hand to answer any questions.

4. HGS issues a ‘certificate of storage’ to assure parents that their sample is safely stored and 
available to them any time they need it.

5. Should a family ever need to use its sample, HGS will liaise with the family and with medical 
professionals to make sure it is safely retrieved and transported. They will also put parents 
in touch with Virgin Health Bank’s medical experts for advice and access to globally sourced 
information about potential treatments and therapies for the challenge they face.

Outcomes
• Number of collections almost doubled from 2010 to 2011

• Zero complaints rate and 100% compliance record

• 98% first-time resolution

“HGS is the ideal 
outsourcing partner 
because they have literally 
become part of our 
business.”

Chris Goodman,  
Director of Operations,
Virgin Health Bank

“From August 2010 to 
August 2011 we have 
seen the monthly number 
of collections almost 
double. But this is still 
unfamiliar territory for 
most people, which 
means HGS’s role—
not just as a source 
of information but of 
ongoing reassurance— 
is vital.” 

Chris Goodman,  
Director of Operations,
Virgin Health Bank
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About HGS
HGS is a leader in optimizing the customer experience and helping our clients to become more competitive. 
HGS provides a full suite of business process management (BPM) services from traditional voice contact center 
services and transformational DigiCX services that are unifying customer engagement to platform-based, back-
office services and digital marketing solutions. By applying analytics, automation, and interaction expertise to 
deliver innovation and thought leadership, HGS increases revenue, improves operating efficiency, and helps 
retain valuable customers. HGS expertise spans the telecommunications and media, healthcare, insurance, 
banking, consumer electronics and technology, retail, and consumer packaged goods industries, as well as the 
public sector. HGS operates on a global landscape with 40,000 employees in 66 worldwide locations delivering 
localized solutions. For the year ended 31st March 2016, HGS had revenues of US$ 507 million. HGS, part of 
the multi-billion dollar Hinduja Group, has more than four decades of experience working with some of the 
world’s most recognized brands. © 2016 HGS
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