
Objective
When a 60-year-old Indian cosmetics brand ranked #1 among its peers and in the overall top of 50 
of India’s most trusted brands wanted to increase market share, improve call quality and customer 
satisfaction, and increase engagement with salon franchisees, they contacted HGS to provide 
support and data. 

The client, part of one of the world’s largest consumer packaged goods (CPG) and personal care 
conglomerates, prides itself in providing innovative products, expert services, and franchise 
opportunities for Indian women. The client develops and merchandises a complete range 
of beauty products (e.g., hair colorants, cosmetics, fragrances, and skin care products) and 
beauty services (e.g., hair care, skin care, spa and esthetics, and bridal) through domestic and 
international retailers and numerous salons. 

HGS operates several branded beauty programs globally. The client chose to harness HGS’s 
industry knowledge while consolidating the Indian beauty brand with similar brands from the 
parent organization. Starting in June 2015, HGS’s experienced beauty team, conveniently located 
minutes from the client’s headquarters in Mumbai, committed to delivering a comprehensive 
beauty experience and to feeding data to brand managers for three years.

Our Solution
HGS gathers voice of the customer and franchisee data and fosters positive relationships on the 
client’s behalf by delivering salon support, outbound customer satisfaction surveying, and inbound 
customer care. 

Salon Support: Over 2,200 fashion-forward beauty professionals in nearly 300 salons in 70 cities 
across India bring looks from the runway to the mass market. Professionally trained hair and make-
up experts aim to offer an unforgettable experience in the salon, and the client aims to proactively 
equip those franchisees and experts for success. On behalf of the client, HGS’s agents triage salon 
questions and document concerns in the client’s new customer relationship management (CRM) 
software – introduced by HGS. 

Outbound Customer Satisfaction Surveys for Salons: The quality of the salon customer 
experience is important to both franchisees and client corporate stakeholders. Over 1,000,000 
women frequent the branded salons each year. As customers return time and time again, the 
salons help to build brand loyalty and enable customers to try the latest products. Measuring 
customers’ first impressions and level of satisfaction with the salons informs product development, 
campaign design, and market share improvements overall.
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Empowering Beauty Brand 
Managers and Salon Franchisees 
with Data
HGS provides an Indian beauty brand with an inbound and 
outbound contact center to capture the voice of the customer
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HGS received the following 
client feedback in June 
2016:

“ ’We are what we 
repeatedly do. Excellence, 
then is not an act, but a 
habit.’
Dear HGS Team,
I am sure no other 
expression could have 
captured the essence of our 
second milestone than the 
one scripted as above by 
Aristotle, the great scholar!
MQ 2016 witnessed the 
first time ever in the 
history of <the account> 
‘Zero Complaints Day’ and 
history, as known, likes to 
repeat itself.
We have yet again set new 
records today with zero 
complaints!!! This is no 
mean achievement as it 
solely indicates the ‘Power 
of Team Work.’
While we revel in this 
milestone, I would like to 
thank the team of HGS for 
driving the process with 
discipline and rigor and, of 
course, front-led by Jennifer 
and our Operations Team!
Keep the good work 
flowing….Let’s create new 
records every day!!!
Thanks,
Team Business Excellence”

HGS was engaged to conduct a minimum of 5,000 outbound customer satisfaction surveys per 
month. A team of HGS agents contact, based on lists provided by the salons, customers who have 
visited a salon in the last 3 days to ask them 11 carefully chosen questions. Keenly aware that 
already-loyal customers visit salons several times per year and should not have to complete a survey 
after every visit, HGS methodically consolidates and scrubs the lists to ensure viable, unique, and 
willing survey participants. 

All customer lists and survey results are managed within HGS’s Survey CRM tool. HGS generates 
reports daily (e.g., number of logins and surveys, Net Promoter Scores (NPS) for a particular day) 
to enable the client team to respond. Survey data, combined with other CRM information, provide 
the client with insights that enable brand managers to develop increasingly effective merchandising 
approaches and deliver operational and educational support to salon experts. 

Inbound Customer Care: HGS has been providing customer care for the client’s parent company 
(and their multitude of brands) for years. Adding this client’s roster of beauty products and salons 
to the mix was a natural progression. Leveraging cross-trained agents to handle customer care 
calls and emails for similar beauty products ensured optimal agent occupancy, efficiencies across 
all brands, and a complete set of data. Today, more than 150 agents help customers use, find, 
and select products and salons. These same agents also skillfully process complaints and damage 
reports, refer customers to specialists, and recommend alternative products within the wider 
portfolio. All customer interactions are documented and processed according to the HGS-developed 
standard operating procedures manual. 

Outcomes
Better systems, documentation, and customer- and salon-related data have provided client brand 
managers with a reliable foundation on which to cultivate brand loyalty and increase market share. 
Not an organization to rest on its already strong positioning in the market, the client is taking 
positive steps to raise the bar in meeting the needs of its customers and franchisees. Some of the 
progressive, qualitative results of the HGS-client partnership include the following: 

• Improved flow of data for brand managers through self-service brand dashboards
• Professional, thoughtful outbound list management
• Reliable, modern technology (e.g., new reporting dashboard, CRM, and survey software)
• Redundancy and scalability in the agent pool (e.g., to accommodate increased volumes in the 

winter)
• Agents that specialize and have a passion for beauty, personal care, health, and wellness
• Call quality levels that consistently meet or exceed the client’s thresholds
• Delightful experiences for both customers and franchisees (NPS have improved by 3% since 

HGS has been involved in the program) 
• A detailed, fulsome, end-to-end process manual for all queries to promote consistency across 

agents
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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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