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OUR SOLUTION

In 2008, a North American telecom leader needed 
a new strategy designed to achieve three key 
objectives: bolster customer retention, drive cost-
containment, and generate revenue. The company 
outsourced this business to HGS exclusively, as the 
only call center to handle this call type outside of 
the client’s own in-house call center. HGS brought 
people, technology, and innovation on day one for 
launch of a retention strategy that resulted in quick 
wins for the client. The client soon trusted HGS for 
expansion of CX support to four brick-and-mortar call 
centers as well as robust work-at-home support. 

HGS’s value has been significant—driving revenue 
as a result of saved customers, as well as low 
deactivation and churn numbers. In fact, HGS 
performance exceeds that of the internal sites in 
terms of the number of deactivations and the churn 
percentages we achieve. Today, HGS provides an 
end-to-end, differentiated customer experience 
to save more than 80% of customer cancellations. 
As a result, this media giant is supported by both 
revenue generation and savings to thrive in a 
hypercompetitive marketplace.

AT A GLANCE

Partnership Start: 2008

Locations: Ontario, Nova Scotia, and 
Prince Edward Island as well as a  
work--at-home program employing 
people across the country.

Team Members: 900

Services: 

• Consumer Service Calls for Six 
Business Lines (Cable End of 
Promotion, Wireless High Risk, 
Care Service, Care Service French, 
Retention, Post Sales Support 
Group)

• Store and Tech Support

Decreased 
Churn

How We Do It
The client required a tiered approach to handling cancellation calls, 
and HGS was asked to implement a Tier 3 call handling team to reduce 
cancellation rates. HGS launched Tier 3 in March 2018. HGS not only 
demonstrated flexibility with putting a team together to handle this 
volume with limited notice, but we outperformed all internal sites with 
reference to Franchise Churn for both Residential and Wireless call 
volume. When the decision was made in June of 2018 to reabsorb this 
volume internally, HGS was the only partner who maintained this call 
volume within their own sites.

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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LOOKING AHEAD
HGS has been seen as an instrument of change as a client partner. Our value-added initiatives, such as 
our Customer Experience Blueprint training model and our leadership enhancement top-down excellence 
focus, showcase the HGS design thinking that has built partnership trust. New training is currently 
underway for new-hire Cable and Wireless training that incorporates a mix of this HGS innovation.

$24,000
in Client Savings  

per Day

Estimated  

$2 Million 

in Revenue Generation

Business Result
The client’s cancellations supported by HGS were reduced by more 
than 80%. Prior to March 15th, 2018 when HGS implemented the Tier 
3 process, HGS cancelled approximately 104 internet customers per 
day. After implementing the Tier 3 process and that additional layer of 
training focus and agent support, HGS cancelled on average 20 internet 
deactivations per day. Making the assumption that an average customer 
stays on the books for an additional 6 months and generates a monthly 
average revenue of $50.00 (conservative estimates), HGS saves the client 
approximately $24,000 daily in revenue. HGS’s Tier 3 Retention Support is 
estimated to provide the client an additional $2 million in annual revenue.

Scale of 
Support

Grow Team by 

600  
Agents

How We Do It
While this client initially engaged with HGS to deliver only a few hundred 
agents, they grew their business with us thanks to our proven ability to 
proactively deliver on their vision of optimized CX. Often outperforming 
captive sites, HGS was able to bring significant value to this client through 
unique programs, such as our award-winning Customer Experience 
Blueprint. Using the concept of the emotional bank account (EBA) the 
Customer Experience Blueprint identifies, models, and documents best 
practices for inbound calls. EBA requires that agents immediately make 
a deposit at the beginning of the interaction and set the tone at the 
top of the call. Other HGS initiatives include prioritized agent coaching, 
which focuses on helping the most influential roles in the contact center 
become more effective coaches to better support agents.

Business Result
HGS has expanded our support for this client by 600 agents. The client’s 
satisfaction is the ultimate testimonial of success for HGS. According to 
the client’s Vice President of Operations, “HGS has shown a tremendous 
amount of flexibility by taking on new business and initiatives and assisting 
with requests on short notice. HGS has acted like a true partner by making 
serving our customers their first priority.”
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