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A leading provider of fitness, nutrition, and weight-
loss programs was looking to scale their model to 
reach 20 million-plus customers worldwide. With 
800% growth in a single year and a committed focus 
to transform lives with a commitment to health, this 
market leader was looking for a business process 
management (BPM) provider as dedicated and fierce 
as the fitness products themselves-a like-minded 
partner that set the standard for excellence equally 
high. In late 2014, this company turned to HGS for 
direct-to-consumer and B2B support of a high-
profile nutrition product. And after the 2015 Manila 
center launch, this partnership has continued to 
build on early achievements. In 2015 HGS expanded 
services to support the On Demand video business 
line and also formed a Customer Service team, to 
further bolster this company’s vibrant retention and 
champion CX.

AT A GLANCE
Client Since:
2014

Direct-to-Consumer and B2B Support 
for Six Business Lines including BB Live 
& UK

Number of FTEs:
218

Services:
Voice-Based, Chat, Email Customer Care 
and Technical Support Services

Location:
Manila,  
Philippines and Kingston, Jamaica

Serving:
US, Canada, and UK

https://twitter.com/teamhgs


Close 
Partnership 

to Drive 
Performance 

Efficiency

46%
Overall Improvement in 

AHT

How We Do It
HGS forged a close partnership with the client to enhance performance 
efficiencies. We succeeded in implementing efficiency initiatives mandated 
by the client and sustained effective action plans to improve efficiency, 
including:

• Proactive real time AHT monitoring

• Skill-based routing

• New account look up process

• Screen pop

• Oracle policy automation

• Consistent daily huddles and coaching by the team leads

Business Result
The account consistently met and exceeded AHT targets from March 2017 
to March 2018 for all the LOBs: Engagement (300 vs. 475 seconds SLA), 
Support (359 seconds vs. 374 SLA), Tech (415 seconds vs. 452 SLA), UK (457 
seconds vs. 495 SLA), and BB Live Voice (466 seconds vs. 896 SLA). The site 
is also in close coordination with the client on their latest efficiency initiative, 
Unified Agent Desktop. 
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OUR SOLUTION

HGS ensures that employees are fully equipped and prepared for newest 
updates and launches

https://twitter.com/teamhgs
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Partner in 
Expanding 

Services 
in other 

Countries 
and LOBs

Added

2 New
Lines of Business

How We Do It
This client partner has tremendous plans to expand their mission of helping 
people live healthy lives. HGS is directly aligned with the client to support 
this growth and realize their vision. To this end, HGS has scaled with the 
client each step of the way. A strong relationship between the client and 
HGS leaders and team members helps ensure the right employees are 
focused on providing world class customer service. 

Business Result
In September 2017, HGS was chosen as the Customer Service Provider for 
United Kingdom, the client’s newest country of expansion. We were also 
chosen to support a live program in July 2017 for the client’s trainers, which 
expanded HGS services to include chat and email services.
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Inculcating 
Core Client 
Values and 
Becoming 

Brand 
Ambassadors

Client-funded events 
like fun runs to promote 
brand values and create 

brand ambassadors

Fast 
Achievement 
of Customer 

Service 
Metrics

Achieved

8.95
CSAT

score versus client 
enterprise CSAT  

of 8.88%

How We Do It
Whether it is NPS or CSAT, HGS meets with the client weekly/monthly/
quarterly/annually, to ensure that we stay in lock-step with their goals and 
objectives. Hiring, training, and staffing follow a blueprint that ensures agents 
are matched with the roles that best suit their skills and personalities. 

Business Result
Together, the client and HGS find a balance of strong sales support and 
customer care finesse. Case in point? HGS has consistently met and 
exceeded client targets for customer satisfaction.

How We Do It
Mention the name of this client, and you’ll be met with a healthy respect 
for the fitness expertise at the heart of this partner’s well-renowned fitness 
and nutrition products. Products are delivered on a subscription basis and 
customers have to call into the center if they want to delay shipment or 
cancel and order.

Opportunities on current processes and improvement plans are discussed 
with the client during Weekly Call Listening Sessions. This is backed up by 
Data Analysis thru Agent’s Manual Tracking and Quality Call Listening. Action 
Plans such as Brand Ambassadors Recognition, Call Modelling Sessions and 
Manager Touch base sessions are also in place to further improve results.

Business Result
HGS is the client’s partner for revenue generation and retention.
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About HGS
A global leader in business process management (BPM) and optimizing 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 centers and HRO solutions to deliver transformational impact to clients.  

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

LOOKING AHEAD
HGS works very closely with the client to 
understand their scheduled media slots to 
ensure that we have appropriate resource ready 
to support the business. To accommodate the 
scheduled media slots with efficiency while 
maintaining a focus on consumer satisfaction, 
our Quality team analyzes contact trends, then 
combines the data with information from our 
clients on promotional campaigns, direct mail 
pieces, and new and emerging offers, to build 
accurate forecasts with the ultimate goal of having 
the right number of CSRs in place to handle the 
contacts when they reach us.
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