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Delivering End-to-End 
Customer Value



True customer loyalty means seamless service 
across the customer journey leads to loyalty: 

• HGS provides the talent to support seasonal needs, select shifts, and call volume spikes. Our broad 
contact solutions portfolio aligns with workforce management, self-service needs, and opportunity 
identification that sends more complex contacts to higher-tiered agents. We provide tailored, deep-
domain expertise like PCI compliance and Customer Effort Score (CES) reduction strategies. Taking 
a holistic view of the customer experience, we can develop and support mobile apps and ensure a 
seamless customer experience regardless of channel.

• Our technology solutions include analytics to identify high-value clients. We also apply speech and 
text analytics to identify call drivers, monitor customer sentiment, and understand how to better 
align our people, process, and technology to improve the overall customer experience. Our business 
process optimization solutions suite is also highlighted by our automation capabilities.

Sweeping market change, a higher bar for customer service, and disruptive innovation have set the stage 
for opportunity in the financial services industry. Banks, insurers, and other financial services institutions with 
high transaction volumes and a perpetual need to streamline operations serve as prime targets for newfound 
transformation strategies. These institutions are feeling the pressure to adapt to the latest technologies to gain 
back-office process efficiencies and cater to the service demands of diverse generations.

This is how HGS supports your consumer’s journey:
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• Web and mobile 
experience 
design

• Search engine 
optimization, 
search engine 
marketing, social 
media marketing

• Data driven 
digital marketing 
and insights

• Online reputation 
management

• Customer 
journey mapping 
– applying 
data analytics 
to improve the 
experience.

• Voice/chat with 
co-browse for 
lead generation

• Mobile app 
development

• Mobile in-app 
messaging

• Virtual assistant 
branch locator

• Voice, chat 
with co-browse 
or email for 
cross-selling / 
up-selling

• Chat analytics 
to drive 
conversion

• “Where’s my 
card?” SMS 
alerts

• Self-service 
for account 
management, 
mortgage and 
policy FAQs

• SMS fraud 
alerts

• Self-service 
for account 
management

• Speech 
analytics for 
VOC

• Concierge desk 
for high-value 
customers

• SMS bill pay 
reminders

• Mobile 
messaging, 
virtual assistant, 
phone, chat, 
self help for 
easy claims or 
payment

• IVR – make a 
payment

• Back-office 
for claims 
processing 
and document 
management 

• Text and speech 
data analytics 
for VOC

• Social care and 
moderation

• Automatic 
surveys

Consider
Visit Site  
or Branch

Open an 
Account or 

Enroll/Apply

Receive 
Card, Policy, 
Account Info

Use or  
Service

Submit a 
Payment, 

Claim, Dispute

Renew or 
Review
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Our Solutions 
We provide an array of services, supported by our multichannel approach, to drive customer care and 
service excellence.

• Consideration and engagement support

• Data-driven digital marketing and insights

• Online reputation management

• Customer journey mapping

• Voice/chat with cobrowse

• App development

• Virtual assistant branch locater

• SMS alerts

• Self-service

• Speech analytics

• Concierge desk for high-value customers

• Social care

• Automatic surveys

• Analytics and front- and back-office 

automation

HGS can guide financial institutions through the process of selecting and implementing new channels and 

technologies such as video chat for high-value customers, click-to-chat, social media, biometric solutions, 

and kiosks. For many large clients, HGS incubates innovation,  to test and custom fit high-impact solutions 

to client need. Our onshore centers of excellence in design thinking use a laboratory concept to put ideas 

into action without impacting your larger business. HGS can operationalize your strategy and bridge the gap 

between short-term and long-term planning.
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Our Tangible, Measurable Results
HGS provides end-to-end BFSI expertise to address all stages of the consumer journey:

Consider,  Visit Site or Branch and Open an Account/Enroll or Receive Card

• For an international credit card leader, HGS studied factors and agent characteristics that 

positively impact Net Promoter Score (NPS) and drove a 70% NPS improvement. 

Use/Care 

• For a Jamaican bank, HGS provided a 114% increase in support, with 0% attrition.

Pay and Renew/Retain 

• HGS provides a mobile app and payment leader breakthrough CSAT, with high engagement 

and low attrition. 
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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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