Customer experience (CX) is the cumulative impact
of a customer’s interactions with a brand over time. It
helps create valuable loyalty and can drive revenue
growth. According to research, more than 89% of
brands want to compete primarily on the basis of
great CX. But according to this industry research,
only 8% of them are doing a good job. Why the
disconnect? It takes time, money, and resources to
create personalized experiences across a variety of
touchpoints. But does the cost have to outweigh the
benefit? Introducing DigiCX.
Using design thinking, DigiCX is revolutionizing
traditional customer experiences. By incubating
innovative ideas and unleashing new uses of
analytics, automation and artificial intelligence,
DigiCX helps customers get to the right answer fast,
24/7 in a total seamless and unified experience.

A FULL SUITE
OF SERVICES:

A UNIFIED
EXPERIENCE

DigiBOT™
Automated - Email, Chat,
Text Enabled with Intelligent FAQs

DigiWEB®
Natural Language Processing, FAQs,
Videos, Step-by-Step Guides

SMART CHANNEL
SELECTOR™

Using design thinking and leading with
self-service, DigiCX delivers a suite
of services focused on transforming
traditional experiences. Automated
issue resolution and integrated human
assistance at key moments of truth
allow bots and brains to effectively
work together, giving customers the
support they need. Service is always
available, and customers are guided to
the best channel (text, chat, web, social,
messaging, voice) for quick resolution.
The DigiCX suite is a fraction of the cost
of traditional call center models and delivers
amazing CX from a single source. Customers
enjoy a seamless service experience
where they can move between channels
or pivot to agent support, and clients enjoy
easy brand management thanks to a
single-source provider. The applications
can be easily deployed in 60 to 90 days
and will integrate with any CRM and
third-party knowledge base capability.

Guiding to the Best Channel for
Resolution

DigiEMAIL™
Intelliforms

DigiMESSAGING™
Chat, Text, Social

DigiTEXT®
IVR, Website, 1-800#

DigiSOCIAL™
Monitoring, Engaging

DigiINSIGHT™
Learning, Innovating,
Incubating

DigiAMBASSADOR™
Seamlessly Pivot to
Agent Support

The beginning of the
customer journey is
optimized with web
self-service.

The DigiCX deployment begins with
traditional engagement (voice, email and
back office) and then through comprehensive
analysis of interaction drivers, increases
the automation adoption with FAQs,
virtual assistants, images to provide
context, analytics, and learning. Thanks
to continual application of interaction,
relationship, and customer journey
analytics, DigiCX optimizes to the ideal
blend of self-service, automation and
agent-assistance that’s just right for the
business.

Customers are
guided to the
best channel for
resolution.

Combining bots and
brains, agents are
intelligently integrated
into the engagement at
key moments of truth.

This effective balance helps customers get
to the right answer fast, reduces customer
effort, and increases NPS scores by being
easy to do business with while decreasing
the cost of service. It’s a win-win.

New Product Innovation Award

“ By 2020, the customer will manage 85% of
its relationship with an enterprise without
interacting with a human source.”

-Gartner

Best Use of Technology in
Customer Service Award

Outsourcing Institute Best
Outsourcing Thought Leadership
Award

Innovative, smart, and nimble, DigiCX is
revolutionizing CX with asset-light services
at a fraction of the cost. Always open, and
always improving, the suite of services can
help increase revenue with personalization,
increase advocacy, and drive NPS scores.
With the power of the global resources of
HGS behind it, it’s no surprise that DigiCX
is a leader in helping clients become more
competitive.

CX Improvement Focus

Cost Take-Out Focus

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.

www.teamhgs.com

A 2016 NelsonHall study recognized HGS as
a leader in helping businesses compete by
finding balance between great CX and the
environment of limited capital and time.
HfS Blueprint Reports cited the HGS Digital
Natural Assist platform as a differentiator,
demonstrating tangible client examples of
cross-channel capabilities.

