
Objective
This client sought a partner to deliver customer experience excellence aligned with the company’s 
goals of  increasing customer satisfaction and improving overall service levels while reducing 
operating costs for technical support/ problem resolution services. The solution needed to address 
both business to business (B2B) and business to consumer (B2C) customer bases using broadband 
and data solutions including end-to-end order provisioning for DSL and T1 products.

Our Solution
Partnering with our client, we built a 360-degree customer response center.  Initially installing a 
40-seat team of customer care agents in India, we quickly scaled the program to its current size 
and scope of 200+ agents with multiple services and solutions across the broadband and data 
lines of business. We developed highly effective processes touching the customer at various stages 
within the lifecycle, including activations/deactivations, consumer and business technical support, 
consumer and business service provisioning, technical testing on new orders,  escalations and 
dispatch management. As a result of our full-service solution, our client has realized significant 
business impact.

How We Do It
Using our proven Problem Cause Solution (PCS) approach, our 
team found that the order entry system was not placing the 
orders correctly for the requested due date. We also identified 
a number of identified pair mismatching between various local 
exchange carriers and the client databases resulting in orders being 
misrouted or flagged in error.

Business Result
Escalating these errors and mismatching to the proper 
departments for resolution reduced order turnaround time by 
nearly five days and improved install intervals over 45%, ultimately 
saving our client over $550k per year.

1. Faster Turnaround Times
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About The Client
A leading national provider 
of integrated voice and 
data communications, this 
client focuses on combining 
broadband solutions with 
mission-critical service and 
support to create a superior 
customer experience. 
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How We Do It
Through reskilling the project workgroup, providing 
recommendations on proper service billing codes, and initiating 
dialogue between the vendor and the client`s legal department to 
resolve coding disputes, we were able to make a dramatic impact 
on recovery rates.

Business Result
Changes made by HGS resulted in a 210% increase in recovery 
rates , taking a recovery rate of 11% ($32,000) before transition, 
to an impressive 35% post transition, bringing in over $450K in 
recovered revenue. 

2. Cost Recovery

3. Driving Efficiencies to Reduce Headcount

4. Driving NPS Scores

210%  
Improved Recovery Rate

50%  
Reduction in Headcount

~7%  
Over Target

How We Do It
Through removing process “re-work” and duplications and cross 
training/retraining our top performers, HGS was able to multi-skill 
these agents and make a significant and dramatic impact to overall 
operating costs.

Business Result
Changes made to process flows and agent multi-skilling allowed us 
to cut our headcount in half, reducing staff from 400 to a lean 200 
agents. Our Business Excellence process improvement projects, 
reduced AHT by 15% and improved productivity by 10%.

SCOPE OF SERVICE
• Full customer activation 

& deactivation including 
order conflict resolution and 
coordination with Incumbent 
Local Exchange Carriers (ILEC) 
to establish & deactivate 
services

• Customer service & technical 
support to wholesale Internet 
Service Providers (ISPs) 
including remote assistance, 
troubleshooting on orders in 
process with jeopardy status, 
issue diagnosis, & order 
lifecycle research to completion

• Tier 1 and Tier 2 technical 
support, activation/ 
deactivation, and repair support 
for home and business Internet 
clients

• Inbound technical testing 
in partnership with ILEC 
technicians to perform joint 
acceptance testing for overall 
service integrity

• Inbound calls; Inbound chat
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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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1-888-747-7911

marketing@teamhgs.com

@TeamHGS

www.teamhgs.com

How We Do It
Through a combination of the HGS customer service methodology 
and improving automation to reduce errors and eliminate 
customer requirements to repeat/correct information at various 
stages within the support cycle, we were able to improve NPS (Net 
Promoter Scores) to consistently exceed the client’s target. 

Business Result
Improving NPS scores to exceed the target by 7% demonstrates 
improved customer satisfaction and ultimately improved customer 
loyalty. In short, we are able to take a customer’s technical 
difficulty and turn it into a net positive interaction!

“HGS performance earned new 
customer promoters and our 
sincere thanks for making our 
customers’ experiences worth 
applauding. At the end of the 
day, [our company] is as good 
as the people who work for us, 
and I am proud to have you on 
the  team!”

- Client


