Travel & Hospitality
Exceeding Customer
Expectations all along
the Journey

Today’s travel and hospitality stakeholders are challenged with the shift toward a shared economy with
market disruption, rising competition, and more direct interaction with consumers, independent of travel
agents. Optimized CX for this industry means effortless and personalized reservation services, niche care like
emergency roadside service, loyalty, and active and engaging online reputation management.
This is how HGS supports your traveler’s journey
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True customer loyalty goes a lot deeper than
a rewards program:
• With the benefit of our own in-house digital marketing agency, we offer a suite of analytics and datadriven digital marketing strategies that help provide upstream insights to personalize offers and
optimize lead generation efforts and convert more interactions into solutions support bookings.
• Our technology solutions help provide proactive and effortless guest experiences, along with options
to connect with our empathetic problem solvers who can provide a personalized experience to drive
brand affinity. The result? Improved CSAT and revenue generation for our clients.
• Our business process optimization solutions range from automation and analytics, to existing
infrastructure upgrades, or even a complete turnkey solution staffed with our own back-office
efficiency experts.
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Traveler & Guest Engagement
We provide an array of services, supported by our multichannel approach, to drive customer care
and sales excellence.
• Reservations
• Loyalty programs
• Cancellations and retention
• Accommodation requests
• Membership enrollment
• Complaints
• Roadside service
• Inquiries such as luggage policy
• Lost items
• Cross-sell/up-sell

Business Process Optimization
Run operations efficiently and cost effectively by optimizing front and back-office processes.
• Account and expense management
• Billing and invoicing
• Fulfillment
• Reimbursements
• Refunds
• Finance and accounting
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Our Tangible, Measurable Results
HGS brings end-to-end travel and hospitality expertise to address all stages of the consumer journey.
Consideration
• For a pre-eminent hotel, HGS optimized SEO and increased organic search by 52%, increased
time spent on website by 41%, and grew online bookings up to 30%.
Visit Website or Mobile App and Book Reservation
• For a bus transportation leader, HGS generates a 34% sales conversion ratio.
Pretravel Support
• HGS performs all passenger services for an international air carrier, including ticket sales,
reservations adjustments and care. We achieved a 96% answer rate and improved AHT by 23%.
Travel or Stay
• HGS provides car-sharing service support for 1 million members a year for reservations,
inbound sales, customer service, membership services, and billing inquiries. For these
members, we support nearly 800,000 interactions per year.
Post-Travel Support
• For a world-class travel company, we provide invoice and expense audit and delivered a 25%
savings.
Review or Repurchase
• HGS serves a luxury hotel company with approximately 200 FTEs handling the complete
consumer journey. Our outbound telesales facet of the program drives significantly more
memberships and onboarding. We increased revenue 2x, with 400% increase in loyalty
retention.

About HGS
A global leader in business process management (BPM) and optimizing the customer experience lifecycle, HGS is helping make its
clients more competitive every day. HGS combines technology-powered services in automation, analytics and digital with domain
expertise focusing on back office processing, contact centers and HRO solutions to deliver transformational impact to clients.
Visit www.teamhgs.com to learn how HGS can help make your business more competitive.

marketing@teamhgs.com

@TeamHGS

www.teamhgs.com

