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Objective
The client, a first time outsourcer, approached HGS to form a strategic partnership to drive their 
customer service goals in India by providing voice services to support the client’s concierge-style 
app services.

Our Solution
The client approached HGS to provide contact center solutions to support their customer 
service app through which they want to provide great user experiences like navigation and 24X7 
concierge service while increasing customer engagement and satisfaction in India.

Provided support to client’s app
The client wanted HGS to provide voice support services to augment the support 
offered by their concierge-style app. To facilitate easy customer contact, the 
client’s app had to have a built-in calling feature. So HGS built a Computer 
Telephony Interface (CTI) tool and CRM system that support and enable the 
client’s customers to call customer service from the client’s app.

Provided All-Round Voice Support
HGS took up the client’s challenge of providing a unique, pioneering contact 
center customer experience and established two separate teams to ensure all-
round support:

• Operator desk: Supports inbound customer calls where customers stranded 
on the road give the contact center their location and ask for directions to 
reach a certain place.

• Support desk: Provides technical support for app-related queries.

The expected outcome of this program is the quick adoption of the concierge service and quick 
scaling of the program as it grows across India.
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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 over 
44,200 employees in 68 worldwide locations delivering localized solutions. For the year ended 31st March 
2017, HGS had revenues of US$ 555 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. © 2017 HGS
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