
© NelsonHall 2014  September 2014 
NelsonHall Proprietary – Not for distribution without permission 

 

 

CMS CASE STUDY OF: 

HGS and Global Credit Card 
Provider – Transformational CMS 
Case Study 
 

1. Global Credit Card Provider ....................................................................... 1 

1.1 .. Background ....................................................................................................................... 1 

1.2 .. Business challenge ............................................................................................................ 1 

1.3 .. Nature of transformation ................................................................................................. 1 

1.4 .. Benefits achieved .............................................................................................................. 2 

1.5 .. Key Lessons ....................................................................................................................... 3 

 
  



  
 

CMS: Transformational CMS Case Study 
 

 
 
© NelsonHall 2014 1 September 2014 

NelsonHall Proprietary – Not for distribution without permission 

1. Global Credit Card Provider 

1.1 Background 

HGS originally started providing a service for this organization in 2001, with a program for 
handling bill payment and general enquiries, enrollment, billing enquiries and complaints 
for North-American customers; this was carried out by 40 FTEs in the Philippines.  

Exhibit 1 shows the services and the date of introduction for each service for this credit card 
provider. 

Exhibit 1 

Credit card provider services 

Customer Care Sales Assistance & 
Escalation 

Manual Card 
Activation 

Consumer lending and 
charge 

Up-selling of products 
and benefits 

Escalation handling Card activation, new 
and replaced  

Handling card 
enquiries  Website assistance Up-selling included in 

this support function 

Dispute handling    

Card replacement    

Fee reversal    

Sep 2003 
Nov-Jul 2008, 
relaunched Sep 2011 

Jun 2009 Jan 2009 

 

HGS now has 500 FTEs supporting this client’s U.S. customers and a further 100 FTEs 
servicing its Canadian customers.   

1.2 Business challenge 

The client has stringent NPS requirements, with targets which rise every year; this was the 
overriding business need that drove this transformation. 

1.3 Nature of transformation 

HGS undertook a study to ascertain the following: 

x What positively influences NPS outside of the generally accepted means 

x Characteristics, personality and skillsets of agents that positively impact NPS. 
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HGS then identified 30% of its top performing NPS agents across the organization, and 
looked at: 

x Demographics 

x Background 

x Education level 

x Emotional quotient (EQ) 

x IQ. 

From these findings, baseline scores were established in order to determine hiring criteria. 
This has been implemented for over three years so far, and is updated bi-annually in order 
to keep the baseline at a level which will achieve the latest NPS targets. 

HGS has also recently rolled out a call mining program that uses call analytics to produce a 
per  agent  scorecard,  analyzing  an  agent’s  performance based on: 

x Brand messaging 

x Brand integration 

x Operational adherence. 

The aggregated findings from this call mining are displayed in a dashboard format to the 
client in real time. Agents are appraised using these scorecards and can receive significant 
pay rises of up to 100% in a year (for top performing agents); underperforming agents are 
relatively quickly let go. 

1.4 Benefits achieved 

Following the application of the new hiring measures, NPS increased from 66.5% in 2011 to 
69.6% in 2012, and at the end of 2013 had exceeded 70%; HGS is now the highest 
performing vendor for this client, in terms of NPS. Results from the application of the agent 
scoring approach are only expected to bear significant benefits over the next twelve 
months. 

There are currently 21 KPIs in place for this contract; the most important include: 

x NPS 

x Attrition 

x Top box 

x FCR 

x Compliance. 

SLAs currently in place include: 

x NPS of 68%; HGS is currently achieving ~70% 

x An FCR rate of 85%; HGS is currently achieving 86.3% 

x A compliance rate of 98%; HGS is currently achieving 99.8%. 

All pricing for this contract is conducted on a per minute basis. 
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1.5 Key Lessons 

x It is important to understand the drivers of NPS in terms of both process and agent 
characteristics and behavior 

x These criteria should be used to determine hiring behavior 

x Call mining can be used to establish agent performance against brand messaging, 
brand integration, and operational adherence. 
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Sales Enquiries 
NelsonHall will be pleased to discuss how we can bring benefit to your organization. You can contact 
us via the following relationship manager: 
 
Lindsey Ball at Lindsey.ball@nelson-hall.com 
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