
DigiSOCIAL Delivers Cost Savings, CSAT, 
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In today’s marketplace, customers are in control. In fact, 70% of consumers would use channels 
other than the phone if they felt confident they could get a resolution on the first attempt, 
according to Ovum research. The signposts are all indicating that social media is a key driver of 
optimized customer experience and, ultimately, builder of brand affinity and customer retention. 
For today’s companies—all competing on customer experience—sound social media strategy calls 
for a firm grasp of how to optimize this maturing channel. HGS DigiSOCIAL can help.

Amazing CX Through Self-Service
Our DigiSOCIAL provides amazing CX through self-service with a 
responsive, seamless experience and asynchronous support, so 
customers can engage naturally, at their own convenience.

A total 74 percent 
of consumers rely 
on social media to influence 
their purchasing decisions, 
according to CeBIT.

DigiSOCIAL Delivers the Right Answer Fast 

Self-service deflection via 
solutions like automated 
social messaging, peer-to-peer 
communities, and the Facebook 
FAQ tab

Opportunity to reduce call 
volume associated with top call 
drivers

An alternative to expensive 
phone and email surveys, with 
low response rates

After-hours support

Customer needs support in 
an environment that is not 
conducive to voice support 

On-the-go customers benefit 
from asynchronous support 
(like, multi-taskers, manage in 
between priorities, start-stop-
continue)

With high 
m-commerce 
or mobile app 
usage by 
customers, 
social 
messaging 
may be 
a better 
support 
channel

HGS DigiSOCIAL is social 
media communication 
with customers via live 
agent assisted messaging, 
and self-service forums, 

such as peer-to-peer 
communities, FAQ Facebook 
tabs, and social automation 
to decrease support costs.



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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For one Fortune 500 
client, HGS DigiSOCIAL 
has driven these 
results:

Growth in likes, shares, 
and mentions of product 
launches

Increased outreach and 
monitoring via Facebook 
and YouTube

HGS’s DigiSOCIAL augments your traditional call center offerings with a solution that allows 
customers the ability to channel pivot from self-service into social messaging, via Facebook, 
Twitter or What’s App… channels that are more convenient, easy to use, and mobile friendly.

10%
Decrease in 
escalations

Year
-over-Year 
Improvement

41%
Increase in 
Mentions

237
Four and 
five star 
reviews of 
product after 
promotions


