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Voice and Digital  
Contact Center 
Services

Back Office 
Processing  
and Automation

Helping customers get the right answer fast



For over 40 years, HGS has been helping companies deliver 
better customer service. This is our core competency. From 
traditional voice contact center services and web self-service, 
chat, text, and social customer service to back office support 
and robotic process automation, HGS helps customers get the 
right answer fast.

We’re revolutionizing CX with highly trained service reps 
empowered with cost-effective, asset-light technology. Our 
solutions improve Net Promoter Scores and advocacy, reduce 
effort, and increase revenue by being always open, allowing 
customers to access service when and where they want, and 
providing “real people” for support when it matters most.

Delivering Better,  
More Cost-Effective 
Customer Service

Improving Customer 
Advocacy and Reducing 
Effort

A RECOGNIZED
LEADER

NelsonHall recognized HGS 
as a leader in Customer 
Management Services

HfS Blueprint Reports cited 
HGS’ Digital Natural Assist 
platform as a differentiator, 
demonstrating tangible 
client examples of cross 
channel capabilities

Frost and Sullivan honored 
HGS with the new product 
innovation award for its 
DigiCX suite of services

Gartner placed HGS in 
the Magic Quadrant for 
Customer Management 
Contact Center BPO

Banking Consumer Electronics & 
Technology

Consumer Packaged 
Goods

Healthcare Insurance Public Sector

Retail Telecom & Media Travel & Hospitality

Serving a 
Range of 
Industries



What We Do

Voice Contact 
Centre Services

DigiCX 
Services

Marketing & Digital 
Enablement Services

Business 
Services

Sales, Marketing & 
Growth CX Management Transaction 

Services
Customer Care & 
Retention Digital Enablement HRO Solutions

Product Support & 
Resolution

Social Media 
Engagement B2B Sales Support

Automated 
Enterprise
Roadside 
Assistance

Digital Marketing

DigiSOCIAL™

DigiTEXT®

DigiWEB®

DigiCHAT

DigiEMAIL™

DigiMESSAGING

DigiINSIGHT™

DigiAMBASSADOR™

DNA™

DigiBOT™

Smart Channel Selector™

Jamaica

Canada

USA

UK

India

UAE PhilippinesOptimizing the customer 
experience, helping our 
clients to become more 
competitive

Global  
DELIVERY  
NETWORK

Market SupportedSite PresenceRegional Center 
of Excellence

40+
Years

69
Delivery Centers

7
Countries

$555MN
In Revenue

45K
Employees

37
Languages



Contact us at: 

           1-888-747-7911                marketing@teamhgs.com                @TeamHGS                www.teamhgs.com

Cost reduction, higher revenue, and a better customer experience can co-exist. Our solutions 
have the power to transform your service organization and deliver tangible business results in 
months, not years.

Success Stories

One of the top five healthcare payers in the U.S., this client sought help from 
HGS to improve their customer experience by transforming from providing as-
needed, claims-based interactions to more proactive, preventative healthcare 
assistance.
• Saved nearly $700 million, via both overpayment and underpayment efforts
• Achieved 97 to 99% score on client-defined metrics for all lines of business
• Reduced the number of contacts by 94%
• Reduced claims rework by 5% and claims denial by 3%
• Increased transaction accuracy by 18% and decreased instances of missing 

information by 18%

This leading credit card issuer came to HGS with high aspirations of improving 
their customer experience in the areas of billing, card activations, dispute 
handling, card replacements, and fee reversals.
• Increased Net Promoter Scores to 70% and HGS is now the highest 

performing vendor for the client in this area
• Helped grow the client’s First Call Resolution (FCR) rate to 86.3%
• Achieved an optimum compliance rate of 99.8%
• With DigiCX handling 60% of this client’s contacts, this client won the JD 

Power award for customer service excellence for six consecutive years

HGS provides a unified digital customer engagement strategy that seamlessly 
combines high-empathy interaction through digital assist chat, voice, and 
email to support parents as they navigate through the first 1000 days of a 
baby’s life. 
• Net Promoter scores exceeded expectations by more than 140%
• Achieved 90+% CSAT score
• Grew the business through positive word of mouth

A leading consumer electronics manufacturer wanted HGS to support them 
in improving their customer experience in a number of areas including 
website abandonment rate and average handle time (AHT).
• AHT reduced from 683 to 477 seconds
• Insights from data resulted in 20,000 fewer calls per month
• 37% decrease in number of FTEs from 110 to 69 agents
• 70% reduction in cost of operation with adoption of the self-help portal

“Best Ever” NPS

97% of Customer  
Inquiries Resolved  

Online

High Empathy  
Customer Support

$700 Million in 
Cost Savings


