
Optimizing the Customer 
Experience from Our 
Jamaican Centers

Operating in Jamaica since 2012, HGS currently provides customer 
care, provider care, Internet banking support and other services on 
behalf of several companies in the US and domestically in Jamaica.  
Our prestigious uptown Kingston presence will be expanded in 
November 2015 to include a second site, accommodating the 
growth we are experiencing in this emerging region.

1125
Seats

3
Delivery Centers

Jamaica

Jamaica Fast Facts

• Population of nearly 3M

• Capital City: Kingston 

• Time Zone: UTC - 5

• Official Languages: English

• Over 120 higher educational facilities

• Youth Unemployment: >30%

• Industry low attrition rates

• Stable infrastructure 

• Stable economy 

• Accent-neutral English

• High quality customer care

Not only has Jamaica been recognized as one of the “coolest” 
places on earth by CNN, it also has a high propensity for delivering 
exceptional customer service. 

Proximity to the US brings a strong Western influence to the 
vibrant Jamaican culture; Roots in tourism create a population that 
is very comfortable in interacting with Western customers. With 
accent neutralized English, the Jamaican contact center is one truly 
capable of delivering a premium experience. 

From this nearshore location, clients on the eastern seaboard 
benefit from a short (2–4 hour flight) with extensive options to 
access our sites with ease. Western coast clients are still only 6–8 
hours away with many direct flights available. 

With an available workforce of over 400,000 secondary school 
graduates, and unemployment in this group exceeding 30%, 
significant nearshoring opportunities still exist.

Choose Jamaica

Kingston (3)

Kingston provides access to a large, stable workforce. As Kingston is 
less tourist-focused and has fewer options for seasonal employment 
than other areas of the island, contact centers have lower attrition 
and higher performing agents.

Kingston is home to two universities providing access to a large pool 
of graduates with sophisticated knowledge of industries such as 
banking, insurance, and healthcare.

Why Kingston?



Delivering Excellence Out of the Gate
In providing inbound support calls for benefit eligibility verification and general claim inquires for a 
major US-based Healthcare provider, HGS has truly exceeded the client’s expectations and has lead the 
vendor network for 6 months running, meeting all targets within 60 days of program launch. 

“Far from beginner’s luck, this is really amazing! … “
Director, Vendor Management

Keeping the Best to Ensure Our Clients’ Success
Since 2012, HGS has delivered a story of stability and excellence from our Jamaica location for this 
major domestic banking program. Our team of over 110 agents currently averages less than 3% monthly 
attrition, providing our client a foundation of highly confident and knowledgeable service which 
consistently surpasses expectations.

Making Our Customers More Competitive – From Jamaica

For more information, or to arrange a consultation,
Contact: marketing@teamhgs.com | www.teamhgs.com

Within our Kingston delivery centers, HGS provides

The HGS Difference from Jamaica

Services Offered

• Customer Care

• Product Support

• Internet Banking Support/ Troubleshooting

• Email, Fax 

• Social Media and Web Chat

• Back office Services 

• Healthcare Claims

• Warranty Claims

• Collection Calls

• Outbound Campaigns 

#1
In Vendor Network 

for 6 Months

<3% 
Monthly 
Attrition

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.


