
ACHIEVING  
SIGNIFICANT  
SAVINGS AND  
SMARTER INSIGHTS 
WITH THE HGS CLIENT 
ANALYTICS PLATFORM
Do you have a 360-degree view of your customers? If your customer interaction data is not unified across 
channels, you’re missing out on a critical competitive edge in today’s market. According to Bain research, 
companies with the most advanced analytics capabilities are: 2x more likely to be in the top quartile of 
financial performance within their industries  and 3x more likely to execute optimal strategic decisions.

HGS brings the appropriate tools, practices, and methods to deliver actionable insights, with the expertise 
and bandwidth to drive transformational business impact.  Our Client Analytics Platform (CAP) is an easy-to-
access, highly accurate, user-friendly analytics platform that enables HGS Digital to introduce higher-value 
data analytics services. CAP provides our clients beautifully designed and highly configurable dashboard 
reporting with drill-down analytics capabilities via cloud-based platform access with no fee for base 
operational analytics, and additional fees for advanced analytics capabilities.



HGS Client Analytics 
Platform Features

Our CAP solution is a cloud-based unique solution 
that employs best-in-class platforms to integrate call 
center data with other data sources, such as CRM and 
social media data to provide the 360-degree view of the 
customer. The data is pulled in near real time from various 
source systems to provide an omnichannel customer 
experience. HGS cloud and analytics professionals  build 
this solution with best-in-class platforms to enable users 
to access reports for themselves in a much easier format 
than ever by building these innovations: 

HGS Client Analytics Platform delivers
• Deep insights (into contact center metrics and service level performance)

• Reduced operational costs (via data-driven decisioning)

• Improved productivity (through fully automated reporting)

• Enhanced experience (via easy-to-use dashboards)

• Streamlined relationship (via self-service access to invoices, contracts & QBRs)
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HGS Client Analytics 
Platform Delivers

CAP streamlines operations, 
reduces operating costs, and 
improves client reporting 
efficiency by 40%.

Interaction and behavioral 
analytics work to reduce AHT, 
improve in-channel resolution 
rate, and introduce cross-sell. 

Artificial intelligence and machine 
learning enable predictive and 
behavioral analytics that improve 
sales conversion, NPS, online 
reputation management, and 
customer retention.

CAP builds 360-degree customer 
view and drives actionable insights 
that drives impactful decision 
making for our client partners.

Operational analytics drive results 
in agent retention, occupancy, 
SLA performance, and CSAT.



HGS Distinctiveness
Domain expertise
From healthcare to financial, insurance, telecom or retail 
expertise, we can bring B2B and B2C expertise from a 
range of industries. We bring familiarity of North America 
geography and global transformation delivery.

Custom-fit solutions, tech agnostic
We deliver a platform-agnostic approach supported 
by best-in-class technology.

Actionable insights
We align with the Consumer Journey by employing 
customer data as foundational knowledge from which 
to build actionable insights for clients.

Innovation incubation
As innovation experts, HGS serves as a creative hub 
for business disruption strategy, creation, deployment, 
and testing.

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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