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OUR SOLUTION

OBJECTIVE
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.

AT A GLANCE

2018 Program Start 

200 FTEs, projected to grow to 300

Services: Back-Office on Invoice 
and Receipts Audit

Delivery Site: Hyderabad, India

How We Do It
HGS has centralized services for this client in Hyderabad. We stay 
aligned and in sync 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
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.

Cost-
Containment

Approximately 

25% Savings
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How We Do It
HGS supported the client and client parent’s CSR focus of a diverse 
workplace (gender, disability, sexual orientation, race, age, nationality, 
attitude, experience, etc.) and an inclusive environment for every 
dimension of diversity. As an organization, we ensure diversity and 
inclusion (D&I) is a part of our everyday activities, actions and our way of 
doing business. To this point, we made sure to align with the client’s CSR 
focus and provide a D&I focused recruitment.  In 2019, we developed a 
plan to set out to hire professionals with disabilities (specifically hearing-
impaired individuals) as a part of our team to do some of the work that is 
being done currently. In order to take this initiative forward, we partnered 
with two local employment organizations that helped ensure our work 
environment was ready for disabled professionals. We then hired a group 
of 25 persons with disabilities (PWD) professionals in two groups (12 + 
13) to implement learnings from the pilot team in the hiring and training 
of the second groups. Additionally, we hired a sign language interpreter 
who is competent in Indian and/or American Sign Language and we 
familiarized the interpreter with the training module in order to ensure 
that the content is PWD friendly. We also assigned a buddy/mentor to 
each new employee for the first three months after onboarding.

Employee 
Engagement 

and 
Retention

Less than 3% 
Attrition and CSR 

Alignment with Client

Business Result
Our overall attrition in our able bodied teams has been historically low 
and we anticipate a similar trend with our PWD colleagues. Our endeavor 
is to maintain the PWD team at approximately 10% of our total staff count. 
In the event of attrition however, the backfill will be done only at the point 
where we lose “Critical Mass.”Considering the logistics involved in hiring and 
training a PWD professional, the attrition backfill process will only be initiated 
once we lose at least 5 people or 20% of the overall count. This however, will 
not impact the total FTE count as we will ensure that we maintain sufficient 
buffer keeping the overall billable count in mind.

Looking ahead, we aim to have approximately 10% of our total staff as PWDs. 
Discussions are already underway to ensure that we not only create a great 
working environment for our PWD colleagues but also have a career path 
in place for them This initiative is completely in line with the client and 
HGS’s CSR focus and our vision to have at least 50% of our global staff being 
represented by Women, PWD and folks from the LGBTQ+ community.
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Stellar 
Quality

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. 

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.

Workforce 
Scale and 
Retention

Nearly 80% 
Growth

Only 2.29% 
Attrition

How We Do It
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 2.6% attrition is no 
small feat—as expressed by our most important feedback source—the 
client. HGS outperforms captive units as a preferred provider.



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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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.

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.
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