HGS Work@Home:
Supporting Employee
Retention, Seasonal Agility,
Cost-Containment
Between 2005 and 2015, the number of workers who telecommuted increased 115%, according
to a report from Global Workplace Analytics and FlexJobs. That translates to 3.9 million workers, or
almost 3% of the total U.S. workforce who worked from home at least half the time in 2015.
From attracting and retaining the right talent to addressing seasonal challenges and business
continuity planning, today’s work-at-home careers have evolved from a flexible option for
employees to a strategic staffing solution for companies. HGS Work@Home employs our smart
technology, strategic workforce management, and best-in-class customer care leadership to drive
significant cost-containment, enhanced employee retention, better workforce management, and
faster ramps and reaction time to changing business needs. Looking for a shortcut to all these
advantages? With HGS Work@Home, you are here.

Our Team:
• HGS Work@Home provides the support of experienced customer care agents
with product knowledge and expertise. Our network of specialized agents
comprises a vast geographic outreach, and they bring unique skill sets and
languages to meet each client’s specific needs.
• As full-time, permanent employees and not independent contractors, our
engaged team members understand the importance and value of a brand
ambassador approach to optimize CX.
• HGS Work@Home team members experience the best of all worlds—an
enhanced work/life balance, the cost savings of working from home (such as,
reduced costs associated with gas, travel, and meals).
• In line with our employee engagement focus, work-at-home team members
experience consistent communication through our state-of-the-art face-to-face
video meeting/training/coaching, team huddles, and vibrant HGS community,
to ensure best practice sharing and continual learning from team leaders in
other HGS locations.

Our Technology:
• The HGS model makes working at home affordable and easy, as we provide
the computer and equipment, as well as video-enabled training, support, and
coaching.
• HGS ensures security compliance requirements are met for all employees.
Video sweeps of the work area are used, as are employee-signed agreements
specifying the parameters and conditions under which employees can work at
home.
• HGS Work@Home employees are responsible for providing their own highspeed internet connection, a features-free phone line (analog) and private
office space.

“Now with the
flexibility to choose
my schedule I don’t
have to worry about
missing the big things
with my family….We
are saving money,
spending more time
together and I have
a successful career;
most importantly our
hearts are happy!
[HGS Work@Home]
has and is going to
change lives for so
many especially those
who live in rural areas
with limited access
to transportation and
job opportunities. I
am so thankful for the
opportunity to work at
home!”
Renee Beardsley,
HGS Work@Home
Employee

Real Outcomes for Our Clients
Agent attrition and short staffing due to absenteeism/shrink can increase costs and negatively
affect service levels. Our HGS Work@Home solution drives increased cost savings, due to built-in
efficiency, automation, and digital 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 over
44,200 employees in 69 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.
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