TRAVEL & HOSPITALITY

CLIENT SUCCESS STORY I TRAVEL & HOSPITALITY

Providing Rapid Scale and High
Quality for a High-Growth,
First-Time Outsourcer

AT A GLANCE

OBJECTIVE

2018 Program Start

With sights set on global growth and
transformation strategy, an online travel booking
platform was looking to mine the value of
outsourcing by providing back-office processing of
invoices and expense audit. In 2018, this aspirational
business chose HGS’s agility, back-office expertise,
and operational efficiencies for invoice and expense
audit out of our Hyderabad location.

125 FTEs including 17% buffer
Services: Back-Office on Invoice

and Receipts Audit
Delivery Site: Hyderabad, India

OUR SOLUTION
How We Do It
From day one, HGS employed an aggressive focus on beating client
quality objectives, with a consistent and stringent internal audit by HGS
to ensure the client’s 2% random, real-time sample was a success.

Stellar
Quality

marketing@teamhgs.com

HGS training ensures that auditor and processor performance is
segmented by top, mid, and low performance and stack racked in
accordance with quality needs. Auditors are finely and analytically
focused on achieving quality targets. Additionally, the HGS organizational
culture conducts training on precision in production and audits for
optimal excellence focus.
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Positive Performance
Trend Improvement,
from

68.8%
to

96.20%

Business Result
HGS shines on the client’s audits, improving our score of 68.85% to 96.20%
in just six months. This is a significant 26.21% growth. This improvement
is even more impressive in the face of our productivity growth, which has
been 265% over six months post ramp.
As a true sign of quality success, HGS recently received 10 out of 10 on the
client satisfaction survey. Ultimately, this shows that to achieve success,
we are culturally well aligned with the client’s own focus on excellence.

How We Do It

Workforce
Scale and
Retention

78%
2.29%
Growth

Only

In the first six months of the partnership, the client was so impressed with
HGS that they have asked us to increase from 23 FTEs to 106 FTE. This ask
has been the result of HGS’s quality achievements and further supported
by employee engagement to ensure this performance. HGS focuses on the
employee lifecycle with motivation via breaks, music, and gamification as
stressbusters. Additionally, HGS’s delivery location draws from a significant
talent pool with approximately 25 colleges ensuring a strong resource base.
HGS has initiated a program called College Connect, which ensures optimal
recruitment of these analytically and technically focused graduates with
strong verbal and written English skills.

Business Result
Our 78% team growth in less than six months with only 2.29% attrition is
no small feat—as expressed by our most important feedback source—
the client. HGS achieves 100% throughput from these agents, as well,
showcasing our productivity success even as we expand our services.

Attrition
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How We Do It

CostContainment
Approximately

25%

HGS has centralized services for this client in Hyderabad. We stay
aligned and in synch with the client with weekly calls, monthly and
quarterly reviews, and on-site visits. We ensure that we hire team
members with strong English skills for good communication and
alignment. There is top-down attention for this client, with HGS
leadership highly focused on this account’s success.

Business Result
Savings

HGS achieves approximately 25% operational streamlining and
efficiencies for this client. Today this is a showcase account, with HGS as
preferred provider consistently earning positive feedback and services
growth requests from the client. This—from our first-time outsourcer
client—is the ultimate accomplishment for both parties.

LOOKING AHEAD
This account projects continued growth and success in many areas. In fact, in late 2018, the client
confirmed that there was a need for HGS to double the size of FTE span from 106 FTEs to 212 FTEs.
As a true partner, HGS will optimize growth and success in line with this client’s aspirations.

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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