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PRESS RELEASE  
 

 

Business Process Management Industry Gets a Boost During COVID-19 
As global brands seek innovative customer experience solutions during the pandemic, HGS announces 

plans to add more than 2,000 U.S.-based jobs through Q3 
 

CHICAGO –September 10, 2020 -- Hinduja Global Solutions (HGS) (listed in BSE & NSE), a global leader in 

business process management (BPM) and customer experience solutions, today reported strong growth 

in 2020 as companies continue to look for business partners to help enhance customer experience (CX), 

satisfaction and loyalty amid the COVID-19 pandemic. As a result, HGS has signed 32 new customer 

engagements in 2020. To manage this growth, HGS has committed to hiring more than 2,000 additional 

employees through September 2020, in US.  

 

“HGS provides CX services on behalf of a wide range of companies, including some of the most well-known 

brands in the world, with tech-enabled business process management services, cutting edge digital and 

traditional customer experience solutions, and social media-based customer care solutions,” said 

Narasimha Murthy, President, HGS Inc. “As more companies look for innovative CX and BPM solutions to 

not just weather the storm but plan for growth beyond the COVID-19 crisis, we’re adding customer care 

professionals, engineers, and IT support personnel to our staff to keep up with demand.” 

 

Innovative CX and BPM solutions from HGS include: 

● The HGS EPIC™ Social Care  solution, which uses artificial intelligence to quickly and effectively 

engage customers on social media channels. Frost & Sullivan recently awarded HGS the North 

America Customer Service Leadership Award for Social Media Consulting and Management for 

EPIC (Engage, Protect, Inform and Create). The EPIC Social Care solution received the award for 

its superior AI and speed when compared to other solutions, cutting in half the industry average 

response time while also using advancing AI technology to filter out spam posts.  

● Business continuity solutions to help customers navigate the COVID-19 crisis, including HGS 

QuickEntry™ chatbots to help employees screen for coronavirus symptoms, check-in with HR 

team members to report illness, and access health benefit information 

● An enhanced global Work@Home program to enable more than 21,000 HGS employees to 

perform contact center tasks from home 

● The Nurse Triage solution for the healthcare industry, offering 1,200 registered nurses on hand to 

provide front-line support to healthcare providers for COVID-19-related calls, enabling healthcare 

providers and health insurance plan staff to focus on critical case requirements. 

 

“Companies today struggle with how to create truly memorable customer experiences and lasting 

impressions – ones that help build brand affinity and loyalty, said Michael DeSalles, Frost & Sullivan 

principal analyst, information and communication technology. “HGS has developed an industry-leading 

social media customer engagement offering, including a world-class talent profile for hiring agents who 

are best-suited for social media work. The approaches to both social media and agent recruitment are 

clear competitive differentiators.” 

https://www.hgsdigital.com/solutions/epic-social-media-customer-care
https://www.hgsdigital.com/solutions/epic-social-media-customer-care
https://ww2.frost.com/frost-perspectives/hgs-receives-customer-service-leadership-award-for-providing-innovative-social-media-experiences-with-hgs-epictm-social-care/
https://ww2.frost.com/frost-perspectives/hgs-receives-customer-service-leadership-award-for-providing-innovative-social-media-experiences-with-hgs-epictm-social-care/
https://www.teamhgs.com/covid-19/resiliency-and-readiness
https://www.teamhgs.com/covid-19/resiliency-and-readiness
https://www.teamhgs.com/work-at-home
https://www.teamhgs.com/work-at-home
https://www.teamhgs.com/news-resources/news/hgs-offers-nurse-triage-services-healthcare-companies-support-covid-19-patients
https://www.teamhgs.com/news-resources/news/hgs-offers-nurse-triage-services-healthcare-companies-support-covid-19-patients
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Anyone interested in pursuing US career opportunities with HGS are invited to apply at 

https://www.joinhgs.com/us. 

 

About Hinduja Global Solutions (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 transformation, with deep domain expertise focusing on back office 

processing, contact centers, traditional and digital customer care, and HRO solutions to deliver 

transformational impact to clients. Part of the multi-billion dollar conglomerate Hinduja Group, HGS takes 

a true “globally local” approach, with over 37,165 employees across 60 delivery centers in seven countries, 

making a difference to some of the world’s leading brands across nine key verticals. For the year ended 

31st March 2020, HGS had revenues of US$ 737 million. 

Visit https://www.teamhgs.com to learn how HGS can help make your business more competitive. 

HGS Media Contacts: 

  

Andrew Kokes 

+1 888 747 7911 

media@teamhgs.com 

  

Harvey Henao 

+1 773 766 5501 

harvey.henao@finnpartners.com 
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