
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.

Solution
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1. Align with Client Culture, Inspire Customers

34%  
Save the Sale

Achieved

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. Retaining customers 
requires a high-touch approach. Our agents engage customers in 
conversation to find out why they began the program initially, why 
it may not be working for them, and what they can do differently in 
the future to ensure that they continue to work toward their fitness 
goals. Our culture of integration and alignment is critical to partnership 
success. At the core of our efforts is the true passion our team shows 
for the client products they support, each and every day. To engage 
employees in using and understanding the products they support, we 
provide a dedicated kitchen with blenders, shake products, and healthy 
food, as well as a fitness center equipped with mirrors and televisions 
to run the client’s fitness videos and host work out classes. According 
to Miracle Gapac, HGS Senior Operations Manager, “I believe in this 
client’s mission. Our team members enjoy this relaxed, yet competitive 
atmosphere. We ensure a lot of good conversation about the products 
and fitness goals, between agents and customers.”

Business Result
According to recent monthly performance, HGS has even exceeded the 
save goals set by the client. “We are really excited about supporting 
this client’s growth and success,” adds Marco Pujante, HGS Operations 
Manager. “We have opened a mini-gym, where we showcase the 
client’s products firsthand. We also have a “Biggest Loser”-type 
challenge among our team members. It’s all part of the client vision 
that we share with customers: getting fit and living a healthy lifestyle.” 

AT A GLANCE
 

Client since 

2014
Direct-to-Consumer 
and B2B Support 
for Six Business 
Lines including 
Sales Concierge and 
Escalations

Number of FTEs 

300
SERVICES:  
Voice-Based 
Customer Care

LOCATION:  
Manila,  
Philippines and 
Kingston, Jamaica

SERVING:  
US, Canada, and UK



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 the right save-the-
sale strategies for each nutritional or on-demand fitness product.

Business Result
HGS consistently remains positioned to match the growth and needs 
of this dynamic client by meeting or exceeding desired metrics as 
well as demonstrating the capacity to grow with the client in single 
or multiple project geographies.

In 11 months, HGS has ramped to 300 associates to support this 
client’s nutritional product and on-demand fitness program.

How We Do It
Whether it is retention goals, NPS, or more operationalized metrics 
such as AHT and shrinkage, 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. A strong tenure among leaders who 
are supported by collaborative strategy, is also key.

Business Result
Together, the client and HGS find a balance of strong sales support 
and customer care finesse. Case in point? It’s the recent results 
on CSAT achievement. HGS has met client targets for customer 
satisfaction—and as the client partners collaborate, there is 
potential for even stronger performance.  “This program hits 
both save rates and CSAT,” says the client’s Executive Director of 
Engagement and Retention, Scott Tremitiere. “It’s a balance, and it 
does seem that it is always about the customers.”

2. Expand Services to Accommodate Growth

3. Fast Achievement of Metrics

Ramp to  

300  
Employees

Met Client 

CSAT  
Goal

HGS employees add to their customer care knowledge and expertise 
by learning about the product through practical experience.

4. Manage Challenging Customer Care Volume

Effective Workforce 
Management 

Strategies

How We Do It
We work 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, 
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between the client 
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and team members 
helps ensure the 
right employees 
are focused on the 
right save-the-sale 
strategies for each 
nutritional or on-
demand fitness 
product



our workforce management team analyzes contact arrival patterns, 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.

Business Result
We know from experience that media stations will run infomercials to fill schedule vacancies and in 
some cases the client is not given notification. In this scenario, we successfully manage the multi-
channel contacts. 

We have achieved success fulfilling these short-term needs, which ultimately enables service to meet 
scale needs:

• Extended hours for agents
• Overtime solicitation from the current staff supporting the program
• Recalling of agents on weekends
• Deferment of vacation leave
• Floor support from team leaders and other support staff (quality analysts, coaches, etc.)
• Cancellation of off-phone activities such as coaching sessions, additional training
• Re-scheduling of breaks 
• Re-scheduling of training activities

Looking Ahead
With the success of the program to date, combined with the global presence and full suite of 
services that HGS has to offer, this partnership continues to thrive. “One of the more unique aspects 
of this partnership is the trust and transparency that’s there,” Tremitiere says.

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 workforce 
management team analyzes contact arrival patterns, 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.

We know from experience that media stations will run infomercials to fill schedule vacancies and 
in some cases the client is not given notification. In this scenario, we do all possible to manage the 
multi-channel contacts.

Short-Term Needs:
• Extended hours for agents
• Overtime solicitation from the 

current staff supporting the 
program

• Recalling of agents on weekends
• Deferment of vacation leave
• Floor support from team 

leaders and other support staff 
(quality analysts, coaches, etc.)

• Cancellation of off-phone 
activities such as coaching 
sessions, additional training

• Re-scheduling of breaks 
• Re-scheduling of training 

activities
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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 44,000 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. © 2017 HGS

Contact us at:
1-888-747-7911

marketing@teamhgs.com

@TeamHGS

www.teamhgs.com


