
HGS Automated Enterprise
Delivering Speed and Cost Transformation 

Undeniably, automation is everywhere. By 2020, 85% of customer interactions with a brand will happen without a human intermediary, 
according to Gartner. And by 2025, up to 40% of business process management spend will be affected by robotic process automation 
(RPA), according to NASSCOM-Everest Group research. 

Customers expect accurate answers quickly and efficiently, from whichever channel or device is most convenient. But most companies 
are not prepared to address this evolved customer expectation, because legacy systems are manual or disconnected. 

Errors and inefficiencies in both the front and back offices are also major drivers of the rapid adoption of automation everywhere. 
By reducing errors and helping customers get the right answer fast, brands can have a significant impact on the customer experience 
while reducing cost at the same time. 

HGS Automated Enterprise is an end-to-end intelligent automation approach. HGS provides a front- to back-office automation 
solution that includes self-service, robotic process automation (RPA) plus cognitive learning, natural language processing, process 
improvements, error reduction, and speed and cost transformation. The Automated Enterprise is technology agnostic and leverages 
analytics and insights to innovate and improve.
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Automation Personalizes CX, Emotionally Connects, and Continuously Learns
At the front office, DigiBOT guides intelligent automated responses over chat, text, or social channels, pivoting to live agents when it 
makes sense. Our Smart Channel Selector guides customers to the channel options, including web self-service that will get them to the 
right answer fast.
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HGS ‘Design for Automation’ Approach Is Beyond Cost Transformation
At the back office, RPA provides voice of the consumer post-interaction surveys, transaction processing, research, record updating, and 
reporting. All of these functions improve navigation, customer identification, and policy compliance. 
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Amazing CX to Increase NPS and Help Get the Right Answer Fast

Self-Funded, As-a-Service Transformation
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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 44,000 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

Contact us at:
1-888-747-7911

marketing@teamhgs.com

@TeamHGS

www.teamhgs.com

RPA Deployment Framework
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Automation Results for a Major Health Insurer

For a leading health payer client, HGS combines desktop application and process analytics, real-
time guidance and decision-making, and process automation to get the right answer fast for 
client partners. While still in early days, the indicative automation results are estimated to save 
the client $700,000 per year, via AHT reduction. 

HGS addresses repetitive and frequent provider data changes to be updated in multiple 
applications, with a blended RPA solution to automate rerate steps for a 5% reduction in cost. 
Re-engineered RPA addresses process productivity variation and errors for another 40% reduction 
in cost.

Reduced Average 
Handle Time 

Right First Time 
(Accuracy)

Better Agent 
Productivity

Lower Training 
Timeline 

Increased Process 
Compliance

Enhanced Efficiency 
and Customer 

Experience

Higher CSAT 
Scores with Faster 

Resolution 

Gainsharing 


