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OUR SOLUTION

Today’s consumer food products companies 
are facing complex challenges, as they strive 
to generate cost savings while simultaneously 
supporting key growth strategies and an ever-higher 
bar for customer service. In 2010, a Fortune 200 
consumer food products manufacturer and marketer 
was looking in the UK and Europe to meet the 
pressures of this highly diverse segment. As part of 
a need to transition from in-house customer care to 
a growth strategy leaning on outsourcing expertise, 
this company chose HGS to help support escalating 
customer service needs. 

HGS has proven to be an unlimited partner, 
bringing crucial support across 43 brands delivering 
consumer insight and brand specialty expertise. 
HGS has continued to gain this client partner’s trust, 
as evidenced by the company’s granting of services 
expansion to HGS, into areas such as social media 
and specialty brand support.

As a customer care provider for one of this 
company’s many varied brands, the client 
understood HGS’s potential to deliver real outcomes 
to differentiate and define brand experience. 
Ultimately, HGS has partnered with this client to 
meet customer expectations, support client growth, 
and achieve efficiencies.

AT A GLANCE

Partnership Start: 2010

19 Languages, including: English, 
French, German, Spanish, Portuguese, 
Dutch, Italian, Greek, Nordics, Swedish, 
Finnish, Danish, & Eastern European

Services: Inbound voice, email, white 
mail, and HGS EPIC™ Social Care

Locations: Chiswick, London

FTEs: 11

Number of Brands Supported: 43

Champions 
for 43 Brands

How We Do It
The client has increasingly diverted more customer care inquiry volumes 
to HGS. Notably, when this partnership started, the client still handled 
three major organic lines in the US—their specialty brands—which they 
have now transitioned to HGS. 

HGS has ensured that several team members are trained as “brand 
specialists,” across several brands. “By focusing on product knowledge 
and escalation points within the team, we achieve customer delight and a 
CSAT score that represents our focus on excellence,” said Alison Aldridge, 
Client Services Director, HGS Europe. The customer care team, and 
brand specialists, in particular, provide anecdotal feedback to the client 
that contributes to product development. “Our team members are true 
brand ambassadors for the client,” Aldridge added. “This has been a real 
strength—this focus on creating pockets of service excellence.”

https://twitter.com/teamhgs


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.
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OUR SOLUTION
At the present, there is a global push, with potential plans to expand into the US and Australian market, to 
support the increasing and varied product lines. With HGS’s UK and Europe services provision, and other 
successes across promotional activities and languages provided, the possibilities are endless for this 
thriving partnership.

Business Result
HGS has driven record CSAT, with the the majority 
of consumers stating in a survey that they are 
satisfied with their experience and found it easy to 
get the help they needed. We do this by supporting 
43 brands with native language speakers and 
more, utilising translation services for smaller 
markets. We also have increased contact volume, 
covering more than 3,500 contacts per month. 

“Our consolidated coverage from a single site in 
London provides cost containment for the client 
from a delivery point of view,” Aldridge said.

Enhanced 
CSAT

Social Media

8 Million 

Annual Transactions

How We Do It
In 2016, HGS introduced our HGS EPIC™ Social Care solution to manage social 
media activity across client brands. Previously, this activity was managed 
internally or with the client’s public relations agency. HGS provides this service 
out of the UK, also coordinating efforts across Europe, with services in French, 
and Nordic languages. The two teams are aligned for virtual team coverage 
across time zones. The team manages Facebook and Twitter client- branded 
pages, monitors content, and provides brand engagement, such as complaint 
response.

Business Result
For Total Actions, including Tags, Resolves, and Replies, HGS has employed 
HGS EPIC™ Social Care to manage European language responses. The HGS 
team as part of the overall global team manage 8 million annual interactions 
on over 200 pages monitored covering 24/7, 365 days a year.

HGS EPIC™ Social Care provides amazing CX through self-service with a 
responsive, seamless experience and asynchronous support, so customers can 
engage naturally, at their own convenience. HGS agents can draw on product 
expertise combined with customer care skills to accommodate different brand 
expectations. “Our agents are skilled at providing service across time zones that 
ideally represents the tone and culture of this client,” Aldridge said.

95%+ response rate 
within 20 seconds  

on calls

90%+ call quality 

70% volume email,  
28% calls and 2% 

letters

Up to 29 additional 
markets covered using 

translation services
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