PUBLIC SECTOR

CLIENT SUCCESS STORY I GOVERNMENT

Integrated ‘Digital First’ solution
for International Visa Enquiry
Service
Digital Natural Assist solution proactively delivers
information at the earliest touch point eliminating contact
and elevating user experience.
PROGRAM
HIGHLIGHTS

Every year more than 2.8 million foreign nationals apply for a visa to holiday, work or live in the
UK. When they need information on the visa application process, they visit the Gov.UK website
which is supported by a ‘Digital Natural Assist’ solution developed by HGS. The turn-key solution
intelligently assesses the citizen enquiry and pushes relevant information, driving problem
resolution even before the first point of contact! For further assistance, the website is supported
by an international telephone helpline, web-chat, and email powered on the back-end by an
intuitive knowledge base. This means individuals around the world have high-speed access to
accurate visa information via multiple channels delivered through a single digital interface.

•

Objective

•

Over £1m in cost savings
for the citizens

•

Services reach
222 countries in
24 languages

•

80 visa specialists

UK V&I’s visa enquiry service was spread across 32 disparate contact centres globally. There was
no consistency in service level expectations or in the information available to visa applicants across
different countries. Additionally, lack of a consolidated reporting system made it difficult to capture
information to improve processes and performance levels. HGS was tasked with transforming the
service delivery through:
•
•
•
•

Encouraging digital customer engagement
Eliminating contacts through intuitive self service
Reducing cost to serve through consolidation and digitisation of services
Improving user experience through simplifying the customer journey

Our Solution
Implemented a turnkey technical solution that predictively solves customer enquiries at the
earliest touch point. For customers requiring further assistance, the solution offers multi-channel
support based on a self-funding model, allowing applicants to contact UK VI through email, web
chat, or voice helplines. At the heart of this multi-channel interface lies a Dynamic Natural Assist
solution, underpinned by a comprehensive knowledge base, powered by ‘contextual search’.
Consolidated 32 disparate visa enquiry services into one centralised solution providing consistent
and reliable information to applicants.
Connected vital program stakeholders such as the individual Visa Application Centres and Decision
Making Centres to champion adoption of best practices and quality benchmarks.
Influenced decision making by UK V&I Regional Managers through provision of analytics-based
insights on contact drivers.
Streamlined complaint management process to reduce visa turnaround times and improve
outcomes for applicants.

Digital
Transformation

of global visa enquiry
service

based out of London
centre
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Outcome
Within a year of deployment
•

•
•
•
•
•

Over 2 million applicants accessed the Gov.uk website set up by HGS and over
125,000 self-served via the portal. HGS’s provision of smart self-service not only
guaranteed personalised responses to any customer enquiry but also accelerated call
avoidance.
£1m in cost savings passed directly to the applicants as a result of self-service.
Calls to the helpline decreased by 19%.
Customer Satisfaction improved steadily with a 20% increase in Email CSAT and 19%
jump in Voice CSAT.
Average Handling Time reduced by 58%.
Standardisation of Management Information had empowered decision makers to have
a ‘single view of the service’ and drive first contact resolution.

“Having a supplier that
is adept at managing
complex self-service
projects has proven
invaluable. HGS is
providing strategic as well
as operational support as
we continue to define the
role of digital channels in
UK Visas & Immigration.”
Alison Sharpe,
Service Manager – UK V&I
International Enquiry Service

AT A GLANCE

1m+

interactions annually

2m

visits in 1 year

222 Countries
24 Languages
80 FTE
Self-service, DigiEMAIL,
DigiCHAT, DigiAMBASSADOR
2016 New Product
Innovation Award

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, backoffice 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.
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