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Delivering Industry-
Leading Customer 
Experience for CPG Leader

CONSUMER PACKAGED GOODS



OBJECTIVE
In 2015, one of the top global beauty and personal care 
companies sought a new business process management 
(BPM) partner to support the consumers of its wide ranging 
product lines, including high-end, luxury, active, natural/ 
organic, mass market, and professional. Increasing online 
engagement and improving quality consistency were key 
drivers. This client was looking for a business process 
management (BPM) company that mirrored their own vision, 
focused on engagement and loyalty to make products and 
services more accessible, sustainable, and innovative as 
consumer needs and desires evolve.

Based on HGS’s experience with similar brands and 
industries, proximity to the client’s UK headquarters, 
excellent track record of results, and innovative digital 
solutions, the client awarded the business to HGS. Today, 
HGS provides 30+ brand ambassadors passionate about 
beauty and customer care, high calibre pre- and post-
purchase advice based on detailed product knowledge 
and cutting-edge technology. HGS has shifted the client 
to digital, with chat and social media solutions to support 
ambassadorship and advocacy. Our high calibre pre- 
and post-purchase advice is based on detailed product 
knowledge and cutting-edge technology. Currently, we 
have scaled our expertise to support 32 different brands, at 
all phases of the customer journey—from Engage to Retain.

AT A GLANCE
Global Consumer Packaged Goods 
(CPG) Leader

HGS Services: Customer care via five 
channels – phone, chat, social media, 
email and whitemail – for 32 brands!

Agents respond to Facebook, Twitter, 
YouTube, and Instagram inquiries 
using Sprinklr

Delivery: Chiswick (London, England)

Open 7 days a week

@TeamHGS www.teamhgs.commarketing@teamhgs.com

“I just wanted to say thank you and ‘well done’ on the quality 
of social monitoring on the organic posts. I was really 
happy to see a huge improvement in our dialogue with 
consumers. The tone is great and conversational. Your use 
of emojis brings modernity and proximity, and the speed of 
response is great. It is so great to see such positive, genuine 
conversations with our customers.” 

UK Marketing Director,  
International CPG Leader

https://twitter.com/teamhgs


OUR SOLUTION

Consistently 
Achieved 

Above-Target 
CSAT of 90+%

@TeamHGS www.teamhgs.commarketing@teamhgs.com

How We Do It
HGS introduced digital channels that the client’s customer’s demanded—
including chat and social media. The team monitors and engages with 
consumers through chat and social channels, to support the client’s Head 
of Marketing challenge to all departments to become more digitally 
focused. By ensuring no more than two concurrent chats at any one 
time, the team can have an empathetic dialogue with the customer. 
Additionally, the teams are encouraged to try and deal with the issue first 
time within the chat and not to have to ask the customer to switch channel 
(for example, advisors can send/receive pictures and provide evidence of 
receipts on the chat when dealing with issues or refund requests).

HGS has become a true partner in delivering excellent customer care and 
a reliable source for innovative technologies and ideas. Despite ramping 
up at peak periods, HGS has met the client’s expectations in providing 
reliable and engaging consumer care. HGS has: 

• Extended the client’s customer care team with minimal investment—
There is a seamless flow of information between HGS and client 
teams. 

• Expanded their hours of operation—HGS now provides social media 
coverage on weekends. 

• Introduced new technologies without having to make capital 
expenditures—HGS implemented a knowledgebase for both client and 
HGS resources.

• Increased the quality and speed of engagement—Quality scores are 
improving, and handle times for all five channels are decreasing as 
agents acquire brand experience.

Business Result
In under three years of working together, HGS and our client now provide 
customer service with chat and social media, for a “right answer, fast” 
approach that delivers consistently on the 80% client CSAT target, even 
exceeding to a consistent 90+% score and average response time of less 
than 30 seconds, with an above-market-standard of 3-4 hours response 
for social. Each week, HGS is the ultimate brand ambassador for this client, 
handling between 600-700 social media cases.

https://twitter.com/teamhgs


@TeamHGS www.teamhgs.commarketing@teamhgs.com

Adopting 
Brand ‘Tone 
of Voice’ for 
32 Brands!!

How We Do It
Today, HGS supports this client’s customer care for 32 brands via five 
channels – phone, email, mail, chat, social media – an increase in social 
channels to Facebook, Twitter, YouTube, and Instagram inquiries. HGS has 
gained client trust to support this widening portfolio with our excellence 
focus, innovation, and proactive support. To do this, HGS has no shortage 
of best practices to draw from. For this global beauty leader, HGS provides 
friendly, personalised and timely pre-purchase advice (e.g., product 
availability, brand comparisons and recommendations) and logical, 
empathetic response to complaints and concerns. The numbers and types 
of products are vast and challenging— from skincare, haircare, colourants, 
cosmetics, suncare, toiletries, fragrance to appliances and accessories—yet 
agents provide specific advice for the product the consumer is interested in, 
using the channels with which they are most comfortable. 

Agents are hired from backgrounds such as hairdressing and make -up 
artistry to ensure that they not only provide advice, they have the passion, 
skill, and authority to direct consumers to niches within other brands, 
offer vouchers and refunds, and make follow-up calls to ensure customer 
satisfaction. Client visits ensure agents understand the product firsthand 
and can speak the client’s language to customers. When a product causes 
serious problems, agents complete medical vigilance reports to not only 
meet health regulations, but to prevent future product problems and 
escalate concerns to the right channels. 

The transparent and synergistic HGS-client partnership ensures that HGS 
teams keep up to date and in alignment with the client’s brand training, 
tone of voice, and customer service approach. 

Business Result
Today HGS supports 32 brands with five channels. Brands were previously 
managed in house; however, once the client saw HGS’s experience, 
innovation and best practices first hand, they knew they wanted to 
replicate the success seen. For social media, as one example, the client 
understood the value HGS would bring in terms of addressing the backlog 
of posts from customers. True to form, HGS immediately addressed this 
issue by improving customer dialogue and enable the client brand to 
focus on their core business.

https://twitter.com/teamhgs


About HGS
A global leader in business process management (BPM) and optimising the customer experience lifecycle, HGS is helping make its 

clients more competitive every day. HGS combines technology-powered services in automation, analytics and digital with domain 

expertise focusing on back office processing, contact centres and HRO solutions to deliver transformational impact to clients.  

Visit www.teamhgs.com to learn how HGS can help make your business more competitive.

@TeamHGS www.teamhgs.commarketing@teamhgs.com

LOOKING AHEAD
There are unlimited possibilities for this HGS-client partnership. And HGS continues to play an increasingly 
consultative role, as we partner with the client on workshops and proactively addressing the customer 
journey moments that matter. 

Seamless 
Integration 

of 3 CRM 
Platforms

How We Do It
HGS is in step with the client and the brand portfolio, to ensure optimal 
system functionality, and in the past year, this has meant new platform 
alignment. In less than 12 months, HGS worked with the client to move the 
team to Salesforce and two other digital platforms.

Business Result
With the seamless shift to these new customer platforms, HGS can now 
drive more actionable and proactive insights. Today we use these new 
platforms as the foundation for our client focus. We identify pain points 
at different customer journey phases, to provide the brands insight into 
customer verbatims to change process, policies, plans, and activities—for 
example, adjusting promotions or product features in line with achieving 
optimised CSAT. This area of the partnership is strong and rich with 
potential, as HGS can realise for the client the potential our 40-+ years of 
customer care expertise.

https://twitter.com/teamhgs

