Protect Your
Consumers’ Health and
Your Brand Reputation
with HGS Adverse Events and Food Safety
Recall Support

Food and drug recalls and adverse events strain the
public trust in your brand and your internal resources.
HGS contact management outsourcing solutions deliver
proven staﬀ training and processes developed from
20 years of adverse event and recall experience with
dozens of large consumer packaged goods,
pharmaceutical companies, and restaurants. Our 5-step
adverse event management program is based on the
understanding that each consumer's interaction is an
opportunity to put their mind at ease, resolve their
product issue seamlessly and ultimately strengthen
their opinion of and loyalty to your brands.
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Regulatory and
Documentation
Training

We train our representatives and management teams to recognize adverse events
by participating in annual HGS-sponsored, regulatory training programs and
client-speciﬁc product training. We know that many consumers do not recognize
that they are experiencing and reporting an adverse event. Our representatives and
management teams are thoroughly trained both internally and by our clients to
initiate all adverse event collection and information. Training includes identifying the
adverse event and properly documenting and reporting the event. With each of our
clients, we determine when it is appropriate for refresher and new information
training based on monitoring and QA checks.

Empathy and
Special
Needs Training

Additional training to support adverse events and product quality complaints
includes empathy and awareness training for people with special needs, including
the elderly, people with disabilities, and callers who are experiencing a crisis. We
focus on training that ensures consumers know that their issue is important and that
our clients’ companies are concerned with adverse events at an individual level. We
document training programs and agent matriculation.

Standard
Operating
Procedures

For each of our regulated programs, we maintain detailed, standard operating
procedures (SOPs), which are developed, reviewed, and approved in partnership
with our clients on a periodic basis, at least once per year. Our operations
management teams conduct internal audits to ensure compliance with the SOPs,
and we are audited by our clients’ compliance teams. To date, we have successfully
completed a number of audits and have had no major ﬁndings.

Documentation,
Tracking and
Reporting

Our representatives begin by collecting and recording detailed information from
consumers to ensure all adverse events are recorded accurately. We then track and
report these contacts to our clients in compliance with FDA and Canada Food and
Drugs Act guidelines. On all programs, we work with our clients’ internal safety and
compliance groups for review and follow up action, as appropriate.

Trend
Identiﬁcation

In addition to compiling the data and reporting the information, HGS looks for
trends so we can quickly report back to our clients, either through summary
reporting or real time alerts, allowing them to take appropriate action as needed.

HGS Recall
Customer
Service
in Action

In 2008, our client, a major Canadian food processor, announced a recall due to a Listeria
contamination linked to one of its processing facilities. HGS responded by ramping our team in
Montreal immediately, and adding more staﬀ to our Peoria, Illinois operations. Following an
expanded recall announcement, HGS added a dedicated 1-800 toll-free number. As a result, we
continued to increase staﬀ in Montreal and Peoria, and also added agents to our Waterloo, Iowa
and El Paso, Texas contact centers.
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Managed a 2008 nationwide recall with adverse events that seriously impacted public health.
Deployed a regulated process which included 24/7 operational hours.
Launched a database application in English and French.
Created a Tier 2 escalated team to handle more serious issues.
Rapidly ramped staﬀ from 40 FTE to over 200 FTE to support the recall
For updated crisis management information ﬂow, we held conference calls three times daily
with our client to discuss updates including training, media, call volume, and service levels.
• Event lasted four months until we returned to steady state operations.
“The supportive consumer feedback that we have had to date is directly related to the outstanding
professionalism of our agents and the sensitive way they are dealing with contacts. Your great
work is so important not only to our current crisis management, but also our future recovery
eﬀorts. As consumers continue to have a satisfactory experience with the hotline, we know they
are more likely to remain loyal to our brands.”
- Corporate Vice President, Major Canadian Food Processing Company

For a Fortune 500 consumer packaged goods company, HGS handles consumer contacts related
to the company’s products including soaps, lotions and deodorants. Because health and
safety-related calls (e.g., reports of allergic reactions) were low compared to standard call
types, it was diﬃcult for the agents to become proﬁcient in adverse events call management.
To improve quality on adverse events contacts, HGS recommended a pilot program consisting
of an escalated group of agents to handle these calls. With greater exposure, the ﬁve selected
agents increased their adverse events management knowledge and skill. The pilot was a
success, and our client agreed to its permanent implementation.
Our client decided to take this model further by placing Health Care Professionals (HCPs) in the
team. This team consists of one registered nurse (RN) and two licensed practical nurses (LPN).
When a core agent identiﬁes an adverse events call, they transfer the call to the HCP agent. By
placing the extended calls with the HCP agents, our core agents experience greater availability
and average hold time is reduced as well as abandon rate.

An Innovative
Approach to
Mitigating the
Risk of Adverse
Events

The HCP’s nursing skills enable them to probe deeper and more eﬀectively into the issue, and
their call documentation is more clinical in nature, capturing all relevant details.
The registered nurse also conducts quality review of all adverse events contacts. When the
event is considered serious in nature, for example, a consumer requires hospitalization; our RN
completes the serious adverse event form and forwards it to our client’s internal quality
department for review.

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.
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