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OBJECTIVE
The client required HGS to work on and improves performance in these parameters:

• Improve quality.

• Improve customer experience.

• Provide value-add services.

• Maintain low employee attrition rate.

The client is represented in 25 countries with more than 
750 self-service wholesale stores. With a headcount 
of more than 100,000 employees worldwide, the 
client commenced operations in India in 2003 with the 
opening of its first whole sale distribution Centre in India 
at Yeshwantpur, Bangalore. The client currently has 27 
operational wholesale centers in India and is the largest 
wholesaler in India.

The client’s main motivation to outsource was primarily 
financial and related to the pricing of FTEs. The client 
chose HGS due to our management, quality of work, 
environment, name, and reputation in the BPO industry. 
HGS’s legacy and stable clientele base (85% clients are 
with HGS from >5 years).

AT A GLANCE

Client is a wholesaler with chain of 
stores

Delivery: Bangalore, India

57 FTEs

LOBs supported: Inbound and 
outbound calling; Email

Services provided: Inbound call 
and email support for customers on 
enquiries about stock availability, 
becoming a customer, becoming a 
supplier, add-on card and offers

We also provide outbound call 
support for different campaigns, offers, 
verification, and surveys.
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Achieving 
Client 

Metrics while 
Providing 

Enhanced CX 

Centralised 
Contact 
Centre 

Operations

How We Do It
The client has enlisted a few metrics on which HGS had to perform and 
achieve targets. The metrics were set to primarily ensure that there will 
be continuity and consistency in customer support. HGS gives utmost 
importance to these metrics, achieving highly impressive scores beyond 
client SLAs for: emails responded to, calls answered, AHT, call quality and 
call abandon rates.

By conducting weekly refreshers and quality feedbacks for all the 
LOBs supported, call quality has improved significantly to 90% from 
an earlier 40%.

Customer emails are responded to within the TAT with accurate 
resolution provided. Enhanced customer experience with the value-add 
of placing outbound calls to address abandoned calls and calls that 
came in before and after operational hours (9 a.m. IST to 9 p.m. IST). This 
includes consistently achieving the Call Quality (CQ) targets by providing 
constructive feedback and coaching on regular basis.

Business Result
Currently, the number of emails responded to within defined SL specified 
is at 90%. The team is also performing well on the call quality metric with 
a 90% score, which is a 50% improvement over the earlier score.

How We Do It
HGS provides a centralised contact centre solution for customer complaints. 
The process of centralizing customer complaints was initiated in April 2018 
as a pilot phase in one of the client’s stores. Based on customers’ feedback 
and due to faster compliant resolution, the second phase went live on June 
20 covering all the client stores in providing end-to-end issue resolution 
to client customers by following up with the store. Currently, we support 
with: inbound calling and email for customer enquiries and complaint and 
outbound calling for offers and sale days.

Business Result
Centralised contact centre operations led to pooling in customer complaints 
in one place and aided better and faster issue resolution by follow-ups on 
complaints cases related to the store is performed centralised, flagging the 
delayed cases to client for intervention.

OUR SOLUTION
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How We Do It
Team breaks were scheduled based on the lean hours basis customer 
business requirements and forecast shared by internal team. We improved 
the customer contact rate in ‘Welcome and Verification’ campaign by 
increasing attempts to contact customers with same FTE count.

Business Result
A direct result of centralising contact centre operations was that HGS was 
able to boost contact percentage from an earlier 27% to an impressive 
40%. We have also given a major boost to client anniversary sales by 
171% in 2019 compared to the previous year. This was made possible by 
mentoring agents on improving their sales pitching skills and customising 
sales based on customer requirement.

Significant 
Revenue 

Generation 
through 
Efficient 

Workforce 
Management

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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