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Colombia Fast Facts

• Population: 48.32M

• Capital City: Bogota

• Time Zone: UTC-05:00 

• Official Language: Spanish, English 
widely spoken

• 7 Colombian universities are among the 
best in the world

• Youth Unemployment: 9%

• Nearly 10% of metro Bogota’s 11 million 
residents are bilingual,  which is the 
highest in the nation

• Barranquilla  provides the nation’s 
second highest bilingual rates

• High quality customer care and technical 
support

Known for near accent-neutral, articulate Spanish, meticulous grammar, 
and strong English, Colombia provides a compelling nearshore customer 
support solution for both North American and European markets. 

The nation boasts a highly educated, available workforce eager to branch 
beyond the traditional agriculture roles and learn and succeed within 
the services industry. The labor pool features an abundant amount of 
available, tech-savvy resources, with strong customer relations and 
management skills. 

Recognized by Gartner as one of the top 30 countries for offshore 
services for the first time in 2011, Colombia’s reputation has only grown 
stronger. With a price point comparable to traditional APAC-based 
locations (e.g., Philippines), yet only a 4–6 hour flight from many US 
locations, Colombia offers nearshore excellence to North American 
companies.  

Colombia has a world-class backbone of optic fiber with high levels 
of redundancy and speed and a diverse offer of telecommunications 
carriers. The real estate market, utilities and telecommunications cost 
combined with a low cost of living are beneficial to BPO operations. 
Barranquilla offers a mass transportation system which is reliable and 
affordable; a data base of over 33,000 registered English-speaking 
persons eligible and prescreened for employment, and a highly engaged 
and committed government supported program to ensure that this 
service sector remains a long-term and sustainable solution for citizens. 
This city excels at service and sales lines of business and can also support 
technical programs.

Colombia’s stable outsourcing market has welcomed Fortune 500 
companies such as DIRECTV, AT&T, HP, Citibank, and IBM to serve their 
US and Spanish markets. Over 140,000 agents strong, the Colombian 
market is a flourishing one; that still remains relatively unsaturated. 

Choose Colombia

Colombia is the third largest country in Latin America in terms of 
population after Brazil and Mexico, with the fifth largest economy. It 
has a largely urban population with over 70 percent living in the cities. 
Barranquilla has a particularly well-educated population well-suited to 
bilingual customer engagement.

Operating in Colombia, HGS provides customer, product, and technical 
support, non-voice, and back-office services in English and Spanish. 
Clients include companies in the banking and finance, retail, telecom, and 
consumer electronics industries in the US and domestically in Colombia. 

Barranquilla



Improving Customer Experience for a Major US Energy Company
When a leading energy provider looked to HGS to improve its customer experience, we optimized their 
communication efforts putting emphasis on improving standards of service and achieved a 91-point 
quality score.

The improvement in quality also led to 73% customer renewals and a low Average Handle Time (AHT) 
of 480 seconds.

Generating Revenue for a Major Transportation Company
The inbound and outbound calls and back office support HGS provided for a transport company resulted 
in $46.7 million in revenue generation for the client.

HGS efforts for this client also increased its mindshare results by an average of 23% for 2014.

Making Our Customers More Competitive – From Colombia

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.

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

From our Barranquilla delivery center, HGS provides

The HGS Difference from Colombia

Services Offered

• Customer, product, and technical support services

• Non-voice services (email, fax, social media, and web chat)

• Back-office services (check scanning and white-mail processing)

+90%
CSAT

$46.7M  
In Revenue Generation


