Helping the World’s Leading Telecom
Companies “Own the Home”
Supporting a diverse and ever-changing product suite cost eﬀectively while
maintaining customer loyalty and driving higher average revenue per user is a
challenging balance.
Innovation and consistent operational excellence combined with a strong
onshore and oﬀshore presence is why NelsonHall recently ranked HGS as a
Leader in customer management services for the telecommunications industry.
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“…Telecommunications organizations are
primarily looking to increase customer
satisfaction (CSAT) and reduce cost. HGS has
the ability to not only deliver immediate
beneﬁts but it is also well positioned to meet
the future requirements of its CMS
telecommunications, cable, and satellite
industry clients. HGS has assisted its clients
through diﬃcult service changes and
expansions.”
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Support for Prepaid and Postpaid Wireless, Landline, Mobility, Satellite, Cable,
High-speed Internet, and IPTV
HGS provides voice and non-voice services through phone, email, chat,
social media, IVR, white-mail, SMS and web self-service. Our services
include:

Proven ARPU and NPS
Improvements

• Inbound customer care, including billing, activations/
de-activations
• Help desk
• Cross-sell and up-sell
• Welcome calls as well as loyalty/ win back strategies
• Payment collections and posting
• Marketing, including hosting and managing webpages with
design, layout and user experience enhancements as part of a
larger call deﬂection and elimination strategy
• Escalation calls
• Dispatch for ILEC and equipment repair
• Provisioning (frontline and back-oﬃce)
• Order fulﬁllment and warranty replacement
• Tier 1 and 2 technical support
• Satisfaction surveys
• Customized reporting including SQL, Access, and Excel macros

• Drive average revenue per user (ARPU) with HGS's
award-winning "Customer Experience Blueprint"
• Reduce customer churn by identifying moments of
vulnerability in the customer lifecycle, such as a
residential move, and developing strategies to
mitigate defection risk
• Increase ARPU by identifying up-sell and cross-sell
opportunities based on customers' prior interactions
• Focus on NPS/ RTF through a total household strategy
that connects with consumers through a host of
communication channels
• Serve connected customers through quality
omni-channel solutions
• Analyze Big Data to drive business results

Tangible and Measurable Results

9%

CSAT Improvement

182million
Voice Calls Per Year for a
Single Client

7%

Improvement in Order
Conversion

50%

90%

Customers Retained

95%

Provisioning Rate in 6 months
Through an Enhanced
Welcome Call Process

Reduction in Customer
Defection During Residential
Moves

65%

Reduction in Open Ticket
Rate Through Better First Call
Resolution

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 40,000 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.
• 3-time Partner of the Year for a Major Asian Telecommunications Client
• 2014 Gold International Business Award for Customer Service Department of the Year
• 2013 Best Mid-sized Contact Center Award at Global Contact Center World Awards

Contact us for more information:
1-888-747-7911 | marketing@teamhgs.com | www.teamhgs.com

