
HGS Optimizes Customer Experience 
and Improves Net Promoter Scores for 
Major Auto Brands
Today’s automotive industry is navigating complex challenges: increased market competition, 
shrinking margins, evolving technology, and an ever-higher bar for customer service delivery. Vehicle 
manufacturers struggle to invest and innovate in those customer-centric solutions that enable 
survival and growth. HGS can provide the pre- and post-sales service and optimized customer 
experience to truly differentiate and create customers for life.

With our decades of experience in the automotive sector, HGS is a proven and trusted partner. We 
support brands both in North America as well as in emerging markets. Our contact center expertise 
combined with our proprietary automotive CRM system, ability to create customer insights through 
actionable analytics, and unified engagement strategy helps our clients maintain the competitive 
edge to win in today’s market.

Proprietary HGS Automotive CRM

Complete Automotive Customer Lifecycle Support
HGS helps automotive companies develop a full lifecycle view of the evolving customer experience—
from brand awareness to after-sales interactions, to provide more customized support and offerings:

• Our proprietary automotive CRM system, comprehensive knowledgebase, and analytics maps 
customer behavior, allowing quick responses and improving accountability. 

• HGS’s consultative approach converts the contact center to a revenue generation center through 
cross selling and up selling of products, insurance, and warranties. We have the ability to capture 
complaints, inquiries, and direct engagement with consumers in our automotive CRM system and 
create proactive resolutions. HGS agents are trained to close loops on the most complex scenarios 
and leads generated to ensure exemplary brand experience.

• Our proven process of managing emergencies and 24x7 roadside assistance provides immediate 
assistance to customers at their moment of need. In North America, HGS offers an Uber-like app to 
track the progress of towing assistance and an extensive towing network powered by Nation Safe 
Drivers.



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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Driving Customer Loyalty to Automakers and Dealers
• HGS improves customer retention by creating a seamless experience, removing dissatisfiers, 

increasing customer loyalty, and sharpening our clients’ competitive edge. 

• HGS creates exemplary brand experience through efficient and effective customer care, always 
open, easy to do business with, reducing customer effort leading to better customer satisfaction 
and higher Net Promoter Scores. 

• We drive increased cost savings, due to built-in efficiency, automation, and digital transformation.

• HGS business insights drive continuous improvement, supported by increased automation for 
faster resolution, and improved customer experience.

Tangible and Measurable Results

94% 
vehicle restoration rate 

within 48 hours

45% 
year-over-year cost savings 

65%  
increase in sales leads

High-Impact Digital Solutions
• For a major automotive manufacturer HGS has provided voice and email support since 2009. 

HGS improved service level to 80/30 and reduced AHT by 240 secs increasing quality scores by 
85%. CSAT increased to 94%.

• For a luxury vehicle brand, HGS employs highly trained agents to manage customer care and 
perception management. HGS agents act as liaisons between dealerships and end customers 
until queries and issues are resolved, creating a seamless channel of communication. The 
automotive CRM system designed by HGS is capable of segregating leads based on their level of 
interest and this information is shared with the client in real time. HGS analyzes the calls coming 
in to proactively create resolutions for each query ensuring that those same queries are handled 
proficiently during any subsequent interaction. 

• For another luxury vehicle manufacturer, HGS built a state-of-the-art customer care center in 
under two months. Using the DigiCX platform and suite of products, the customer care center 
supports unified engagement via voice, email, chat, and high-impact video chat. As an interaction 
platform (featuring multilingual voice, live video chat, text chat, and co-browsing), the video chat 
system allows the consultant to connect with customers on desktops, tablets, apps, dashboard 
technologies, and smart phones. Video chat has improved the lead and test drive process from 
10 days to within 2 hours and increased uptakes from 30% to 65%.

HGS creates exemplary 
brand experience 

through efficient and 
effective customer 
care, always open, 
easy to do business 

with, reducing 
customer effort 
leading to better 

customer satisfaction 
and higher Net 

Promoter Scores.


