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NEAT EVALUATION FOR HGS: 

CMS in Telecoms/Cable/Satellite 
Market Segment: Overall 
 

This document presents HGS with the NelsonHall NEAT vendor evaluation for CMS in 
Telecoms/Cable/Satellite (Overall market segment). It contains the NEAT graph of vendor 
performance, the latest market analysis summary for CMS in Telecoms/Cable/Satellite, and 
a summary vendor analysis of HGS in this market. An explanation of the NEAT methodology 
is included at the end of the document. 

The vendors researched are: Aegis, Alorica, Capita, Concentrix, EGS, Firstsource, HGS, 
Infosys, Minacs, Serco, Sitel, Sutherland, Sykes, Tata BSS, Tech Mahindra, Teleperformance, 
TeleTech, Transcom, transcosmos, Webhelp and Wipro.   

NEAT Evaluation: CMS in Telecoms/Cable/Satellite 
(Overall) 

 
Buy side organizations can access the NEAT tool here. 

http://research.nelson-hall.com/sourcing-expertise/neat-reports/?avpage-views=neat&avpage-views=neat&NEATaction=viewProject&project=63
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Overall: Market Segment Summary 

NelsonHall has assessed the CMS in Telecoms/Cable/Satellite proposition of HGS against 
demand for services provided to organizations in this industry.   

This Overall assessment represents a composite view of HGS’ positioning, specifically 
covering: 

• Increased Quality – addressing the needs of clients who are primarily interested in 
increasing quality that is typically measured by customer satisfaction (CSAT) or net 
promoter scores (NPS)   

• Cost Reduction – addressing the needs of clients whose aim is primarily to reduce the 
cost of CMS engagements 

• Technical Support – addressing the needs of clients whose aim is to provide quality 
technical support.  

Vendors willing to address the majority of current client requirements and deliver 
immediate benefits, and hence be well positioned in the overall market segment, need to 
demonstrate a strong range of: 

• Offerings (including industry-specific offerings) 

• Channel usage 

• Delivery capability  

• Scale of operations 

• Benefits to clients 

Vendors with the ability to meet future client requirements, and hence be well positioned in 
the overall market segment, need to demonstrate: 

• A strong financial rating  

• Commitment to the telecoms/cable/satellite industry 

• Mechanisms for helping clients achieve innovations 

• Perceived suitability as a key partner 

Vendors need the ability, through case studies and examples, to deliver the following 
benefits to telecoms/cable/satellite clients: 

• Increased Quality (CSAT and NPS Increases) 

• Cost Reduction 

• Technical Support 
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Examples of where HGS has shown its ability to meet these criteria include: 

• Strong onshore delivery capability for telecoms/cable/satellite clients in the U.S., the 
U.K., Canada and India, in addition to offshore delivery from the Philippines, Colombia 
and India 

• Strong global footprint of telecoms/cable/satellite clients headquartered in the U.K, the 
U.S., Canada, India, Italy, Kuwait and Peru  

• Proven ability to assist clients through service change and expansion. For example: 

− An Indian telecoms provider aimed to move customers from low to high end 
data plans. In addition, this client was looking to improve CSAT and specifically 
wanted to reduce repeat calls and incorrect service requests raised by agents. 
HGS utilized technology to share daily dashboards with its agents regarding 
invalid and incomplete service requests. This process increased the accuracy of 
activation and deactivation requests and improved CSAT scores from 55% to 
81%. The client saw incorrect service request logs reduced from 28% to 13% in 
post-paid, and from 23% to 9% in pre-paid customers, along with a 45% 
reduction of FTEs which were moved to other processes. Repeat reduction 
initiatives improved by 28% for postpaid and 60% in prepaid. This client has 
seen ~$200k in annual savings.  

• Proven ability to leverage process improvement to increase CSAT and reduce cost.  HGS 
provides a Move Concierge service and has demonstrated the ability to assist in 
retaining customers as they move to new homes.  Its process improvement solution to 
reduce truck rolls, dispatching field technicians to troubleshoot issues, has reduced cost 
and impacted CSAT positively for its clients. For example: 

− A Canadian telecommunications and media company was looking to retain 
customers moving to new homes, and looked to HGS to provide analytics and 
process improvement to retain these customers. HGS partnered with this client 
to pilot its Move Concierge service, an IVR pushed these calls to a specially 
trained group of agents to handle the calls, in an effort to provide customers 
with a dedicated point of contact during the moving process to ensure all 
services were up and running in their new homes. As a result, repeat calls were 
reduced from an average of 4 to 1 in one year. In addition, this client saw a 
decrease in churn during customer moves, of 50% in one year 

− A U.S.-based telecommunications and internet services provider was looking to 
reduce repeat calls and to reduce the cost of truck rolls. HGS initiated a 
welcome call process for all vendors, to avoid multiple calls from customers 
about order status. Using this process, HGS achieved a 7% improvement in 
order conversion and a 95% provisioning rate within 6 months of transition. 

HGS deployed a solution to reduce truck rolls which provided monthly savings 
of $50k for this client. HGS worked to acquire a better understanding of the 
client’s processes during the knowledge transfer process, allowing it to 
eliminate invalid order tickets. HGS also designed a more effective quality 
assurance and quality control process to provide quicker problem tracking and 
correction. The changes reduced the open ticket rate by 65%, due to an 
increase in first call resolution and a monthly reduction of invalid tickets. This 
client saw a reduction in the cost of truck rolls from $56,635 in 2009 to $14,587 
in 2012. 
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CMS in Telecoms/Cable/Satellite: Market Summary 

Buy-Side Dynamics 

• CMS is currently used in support of triple and quad play in telecoms/cable/satellite 
sector, but is increasingly moving into whole home services including security and 
home appliance management 

• Increased CSAT and cost reduction tops the list of CMS outsource drivers for 
telecoms/cable/satellite organizations, followed by customer retention, particularly 
during moves to new homes. Customers moving to new homes present a critical 
opportunity for customer retention 

• Cost reduction will increasingly be driven by channel shift to webchat for low 
complexity interactions, and video chat for higher complexity interactions. Video chat 
usage for field technician troubleshooting and for customer care will move beyond the 
pilot phase. Adoption of customer care usage will take longer than the technician 
troubleshooting   

• Use of offshoring will increasingly be in support of non-voice channels such as webchat 

• Customer understanding derived from analytics will increasingly be used to design 
more proactive customer service 

• Pricing will increasingly include CSAT/NPS-based and ARPU-based considerations. 

Market Size & Growth 

The global outsourced CMS market in the telecom/cable/satellite sector is estimated at 
$21.1bn in 2014, and is estimated to grow at 5.9% CAAGR to reach $26.6bn in 2018. By 
region: 

• The North American market for CMS in the telecoms/ cable/satellite sector is 
estimated to be $7.2bn in 2014, rising to $9.1bn by 2018 

• The EMEA market for CMS in the telecoms/cable/satellite sector is estimated to be 
$7.9bn in 2014, rising to $9.5bn by 2018 

• The Latin American market for CMS in the telecoms/ cable/satellite sector is estimated 
to be $3.4bn in 2014, rising to $4.4bn by 2018 

• The Asia Pacific market for CMS in the telecoms/ cable/satellite sector is estimated to 
be $2.7bn in 2014, rising to $3.7bn by 2018. 

Success Factors 

Key success factors include: 

• Full end-to-end service capability from support for service provisioning, through 
customer care, and technical support to credit management 

• Strong multishore delivery capability with both onshore and offshore service capability   

• Expertise in process improvement, specifically in the area of truck roll reduction 

• Strong retention/client win-back programs and movers programs 
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• Deflection of voice channel interactions to non-voice, to decrease cost and increase 
sales and CSAT  

• Strong multi-channel CMS capability including webchat and video chat 

• Application of analytics to understand and proactively shape customer behavior and 
increasing use of proactive customer communication 

• Whole home support capability.  

  



  
                 NEAT Evaluation for HGS: CMS in Telecoms/Cable/Satellite (Overall) 

  

 
 
© NelsonHall 2014 6  December 2014    

 Licensed for distribution 

Vendor Analysis Summary for HGS 

Overview 

HGS is headquartered in Bangalore, India. Currently, it operates 58 delivery centers in 12 
countries with ~26,750 employees. 

HGS has 22 CMS telecoms/cable/satellite clients; approx. five are headquartered in the U.K, 
four in the U.S., three in Canada, three in India, and others in the following countries: 
Bangladesh, Italy, Kuwait and Colombia. It is targeting companies with multiple lines of 
business/brands. HGS plans to increase its business based in Canada. 

The breakdown of HGS' telecoms/cable/satellite CMS service type usage is: 

• Customer care/technical support: 81.5%  

• Order fulfillment and transaction processing support: 15%  

• Inbound sales support: 3%  

• Outbound sales support: 0.5%.  

Beyond customer care, HGS also provides its telecoms/cable/satellite clients with back-
office support, analytics and reporting, up-sell/cross-sell and credit managements:  

• Its back-office work includes fulfillment, sales validation and error correction on orders 
placed. It also handles paper processing for a client's annual recertification process to 
ensure eligibility; this includes the mailing of application forms and application 
processing once returned  

• Its analytics work includes the review of daily dashboards with its agents, regarding 
invalid and incomplete service requests  

• Up-sell/cross-sell involves working with customers to move them from low to high end 
data plans  

• In the area of credit management, it handles credit authorizations, billing, and early 
stage collections  

• Its customer insight and analytics offering provides insight to business and marketing 
teams relating to customer cancelation root cause analysis, market share, and product 
and pricings insight based on local market conditions.  

• HGS has ~14k bricks and mortar agents supporting its telecoms/cable/satellite clients. 
It is not utilizing work at home agents (WAHA) within this industry sector.  

Financials 

NelsonHall estimates HGS' CMS 2013 revenues as $350m.  

NelsonHall estimates HGS' CMS 2013 telecoms/cable/satellite industry sector revenues to 
be $160m. 

  



  
                 NEAT Evaluation for HGS: CMS in Telecoms/Cable/Satellite (Overall) 

  

 
 
© NelsonHall 2014 7  December 2014    

 Licensed for distribution 

Strengths 

• Leveraging webchat usage to increase CSAT and sales  

• Proven ability to assist clients through service change and expansion  

• Strong onshore delivery capability in the U.S., U.K., Canada and India, in addition to 
offshore delivery from the Philippines, Colombia and India  

• Proven ability to leverage process improvement to increase CSAT and reduce cost  

• Strong global footprint of telecoms/cable/satellite clients headquartered in the U.K, 
U.S., Canada, India, Italy, Kuwait and Peru.  

Challenges 

• Slightly behind in the use of social media to support its telecoms/cable/ satellite clients  

• It has a U.S. delivery presence but is not leveraging WAHA agents to support its 
telecoms/cable/satellite clients  

• Limited amount of sales support being provided to telecoms/cable satellite clients. It 
can leverage its experience to obtain more sales work.  

Strategic Direction 

HGS primarily plans to grow its telecoms/cable/satellite industry sector business by 
providing care to the entire customer home, expanding its clients in Canada, increasing 
channel usage, and by developing its mid-performing agents. HGS is: 

• Extending services in an effort to provide care to the entire household. It is providing 
support for landlines, wireless, satellite, IPTV, hi-speed internet, and is looking to 
provide care for home security (currently it is working to secure a home security pilot)  

• Looking to increase its business based in Canada by leveraging its current experience 
with Canadian based clients. HGS provides onshore as well as offshore delivery 
capabilities to its Canadian clients; it currently has 15 delivery locations in Canada  

• Utilizing analytics to improve customer retention performance; leveraging speech 
analytics to identify drivers for customer churn and using the data to coach agents 
appropriately to resolve customer issues  

• Developing a digital online solution for its clients. Its media service specialists will use 
technology to listen, participate, socialize and influence, to build a presence and 
manage reputation for businesses online; it will specifically use web/enterprise portals, 
digital marketing, mobile applications and social media  

• Creating a program to improve its mid-performance agents by training them to become 
high performers, in an effort to increase revenue for clients; it is utilizing best practices 
from high performing agents as it trains its mid-performing agents  

• Planning to use its consumer experience analysis to help clients capture new revenue 
streams; including call driver insight, social media analysis and call deflection strategies  

• HGS aims to leverage its Digital Enablement Services by providing website design 
services, with the intention of improving the customer experience through digital self-
service and effective communications with consumers  
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• HGS is planning to expand its U.S. WAHA delivery model to include telecommunications 
clients. It currently has ~200 WAHA in the U.S. supporting other industry sectors; it 
aims to utilize a pilot in an effort to expand its U.S. based WAHA offering to its 
telecommunications clients.  

Outlook 

HGS is well placed for growth in the telecommunications/cable/satellite industry sector, 
with clients based in seven different countries. Look for HGS to grow its client base within 
these countries, specifically in Canada. It has been successful in supporting multiple lines of 
business for its clients, particularly when it comes to process improvement; it will continue 
targeting companies with multiple lines of business/brands. 

HGS is slightly behind in the use of social media to support its telecommunications/cable/ 
satellite clients, but is developing a digital online solution for its clients. It aims to have its 
media service specialists use web/enterprise portals, digital marketing, mobile applications 
and social media to build a presence and manage reputation for its clients online. 

Look for HGS to increase its use of webchat and its sales support for the 
telecommunications/cable/satellite industry sector, and to leverage its experience of 
increasing CSAT and sales for clients by deflecting interactions from the voice channel to 
webchat. 

HGS aims to provide customer care to the entire household; it is currently providing support 
for landlines, wireless, satellite, IPTV, and hi-speed internet. Look for HGS to begin providing 
customer care for home security in the future. 
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NEAT Evaluations for CMS in Telecoms/Cable/Satellite 

NelsonHall’s (vendor) Evaluation & Assessment Tool (NEAT) is a method by which strategic 
sourcing managers can evaluate outsourcing vendors and is part of NelsonHall's Speed-to-
Source initiative. The NEAT tool sits at the front-end of the vendor screening process and 
consists of a two-axis model: assessing vendors against their ‘ability to deliver immediate 
benefit’ to buy-side organizations and their ‘ability to meet client future requirements’. The 
latter axis is a pragmatic assessment of the vendor's ability to take clients on an innovation 
journey over the lifetime of their next contract. 

The ‘ability to deliver immediate benefit’ assessment is based on the criteria shown in 
Exhibit 1, typically reflecting the current maturity of the vendor’s offerings, delivery 
capability, benefits achievement on behalf of clients, and customer presence. 

The ‘ability to meet client future requirements’ assessment is based on the criteria shown in 
Exhibit 2, and provides a measure of the extent to which the supplier is well-positioned to 
support the customer journey over the life of a contract. This includes criteria such as the 
level of partnership established with clients, the mechanisms in place to drive innovation, 
the level of investment in the service, and the financial stability of the vendor. 

The vendors covered in NelsonHall NEAT projects are typically the leaders in their fields. 
However, within this context, the categorization of vendors within NelsonHall NEAT projects 
is as follows: 

• Leaders: vendors that exhibit both a high ability relative to their peers to deliver 
immediate benefit and a high capability relative to their peers to meet client future 
requirements 

• High Achievers: vendors that exhibit a high ability relative to their peers to deliver 
immediate benefit but have scope to enhance their ability to meet client future 
requirements 

• Innovators: vendors that exhibit a high capability relative to their peers to meet client 
future requirements but have scope to enhance their ability to deliver immediate 
benefit 

• Major Players: other significant vendors for this service type. 

The scoring of the vendors is based on a combination of analyst assessment, principally 
around measurements of the ability to deliver immediate benefit; and feedback from 
interviewing of vendor clients, principally in support of measurements of levels of 
partnership and ability to meet future client requirements. 
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Exhibit 1: ‘Ability to deliver immediate benefit’: Assessment criteria  

Assessment Category Assessment Criteria 

CMS in telecoms/cable/satellite sector 
offerings 
 

Range of offerings 
Customer retention 
Credit management 
Provisioning support 
Sales support 
Analytics 
Range of channels 
Webchat 
Voice deflection strategy 
Social media 
Technical support 

Delivery capability in support of 
regions 
 

Delivery capability in support of U.S. 
Delivery capability in support of Continental Europe 
Delivery capability in support of U.K.  
Delivery capability in support of R.O.W.  

Customer presence 

Scale of operations overall 
Scale of operations – U.S. 
Scale of operations – Continental Europe 
Scale of operations – U.K. 
Scale of operations – R.O.W. 

Benefits achieved 
 

CSAT increase 
Pricing 
Cost reduction 
Perception of T&C value 

  
 
 
Exhibit 2: ‘Ability to meet client future requirements’: Assessment criteria  

Assessment Category Assessment Criteria 

Risk factors 
Financial rating 
Commitment to sector 

Suitability as strategic partner 
Mechanisms for helping clients achieve innovation 
Perceived suitability as key partner 
Future CSAT benefit 
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This is one of four separate NEAT market segment evaluations for CMS in 
Telecoms/Cable/Satellite, which are: 

• Overall 

• Customer Care Cost Reduction Focus 

• Increased Quality Focus 

• Technical Support Focus. 

For more information on these and other NEAT evaluations, please contact the NelsonHall 
relationship manager listed below.  

research.nelson-hall.com 

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  

Important Notice 

Copyright © 2014 by NelsonHall. All rights reserved. Printed in the United Kingdom. No part of the publication may be reproduced or distributed 
in any form, or by any means, or stored in a database or retrieval system, without the prior written permission of the publisher. The information 
provided in this report shall be used only by the employees of and within the current corporate structure of NelsonHall’s clients, and will not be 
disclosed to any other organization or person including parent, subsidiary, or affiliated organization without prior written consent of NelsonHall. 
NelsonHall exercises its best efforts in preparation of the information provided in this report and believes the information contained herein to be 
accurate. However, NelsonHall shall have no liability for any loss or expense that may result from incompleteness or inaccuracy of the 
information provided.  

http://www.nelson-hall.com/

	NEAT Evaluation: CMS in Telecoms/Cable/Satellite (Overall)
	Overall: Market Segment Summary
	CMS in Telecoms/Cable/Satellite: Market Summary
	Buy-Side Dynamics
	Market Size & Growth
	Success Factors

	Vendor Analysis Summary for HGS
	Overview
	Financials
	Strengths
	Challenges
	Outlook

	NEAT Evaluations for CMS in Telecoms/Cable/Satellite

