
Objective
Due to consistently exceptional performance, HGS was given the opportunity to take on 100% of this 
financial giant’s Canadian outsourced contacts. Representing a 67% increase over current volumes 
for a demanding and prestigious brand, this migration would need to be executed impeccably over 
the coming months.

Our Solution 
Over the course of six months, HGS followed a proven and refined migration methodology which included Site 
Selection, Construction/Build Out, IT Setup and Configuration, Recruitment, Staffing, Training, Program Launch 
and Management.
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Leveraging a cross-functional group of dedicated experts, HGS followed the proven expansion model above to 
create a tailored road map to support this migration’s success. 

Despite a lengthy client purchasing cycle due to their internally mandated governance process, HGS was able 
to remain responsive and flexible to support the aggressive timelines. HGS selected, outfitted, and recruited for 
two sites (primary and secondary) and designed training plans, all within the client’s phased timeline. 
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When all did not go as planned, and IT circuit installation was delayed due to a lengthy client provisioning 
process, HGS developed contingency plans and quickly developed, proposed and obtained approval on 
alternate solutions, ensuring this set-back did not ultimately impact the operation’s launch.  The temporary 
solution allowed agents to field calls through VOIP technology until the telephony systems were up and 
running. 

Going above and beyond standard requirements, HGS not only delivered to training and onboarding 
specifications, but absorbed the cost of training and nurturing of a select group of agents within another HGS 
site supporting the same client. These agents were immersed within the existing operations and culture, and 
ultimately responsible for returning to their home site as the HGS “experts” and client brand champions. While 
this represented a significant expense for HGS, management felt confident that in the value such a cultural 
socialization would deliver. 

Overall, the HGS team remained responsive enough to exceed client expectations by ramping the existing site 
with sufficient staff to support initial volumes before the new site was fully ready. This allowed the client to 
decommission the incumbent vendor and migrate volumes to HGS ahead of schedule, minimizing potential 
performance concerns through the cutover.  The new site went live shortly after, complete with the newly 
experienced and cultured agents paving the way. 

Outcomes
HGS successfully set up the two required delivery locations, hired and trained the required 180 agents and 
developed contingency plans to overcome a delay in IT system installments over the course of a six-month 
period. We were also able to instill cultural elements designed to drive a better client experience, quicker. 

Even with ongoing IT concerns taking another month to resolve, the client was never hindered or delayed, and 
a seamless migration was completed ahead of the client’s expectations. 

The work paid off. Within 120 days of program launch, the new delivery teams had adjusted and were meeting 
or exceeding client targets and expectations, on par with the existing site. 

This migration is a testament to the power of a proven methodology in combination with a team whose 
commitment to delivering results keeps them flexible and responsive to the unexpected.  The ultimate result 
was the flawless delivery of the Canadian customer experience excellence that HGS has become known for. 
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About HGS
HGS is a leader in optimizing the customer experience and helping our clients to become more competitive. 
HGS provides a full suite of business process management (BPM) services from traditional voice contact center 
services and transformational DigiCX services that are unifying customer engagement to platform-based, back-
office services and digital marketing solutions. By applying analytics, automation, and interaction expertise to 
deliver innovation and thought leadership, HGS increases revenue, improves operating efficiency, and helps 
retain valuable customers. HGS expertise spans the telecommunications and media, healthcare, insurance, 
banking, consumer electronics and technology, retail, and consumer packaged goods industries, as well as the 
public sector. HGS operates on a global landscape with 40,000 employees in 66 worldwide locations delivering 
localized solutions. For the year ended 31st March 2016, HGS had revenues of US$ 507 million. HGS, part of 
the multi-billion dollar Hinduja Group, has more than four decades of experience working with some of the 
world’s most recognized brands. © 2016 HGS
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