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Sa fe  Ha rb ou r

Certain statements in this release concerning HGS’ future growth prospects may be seen as forward-
looking statements, which are subject to a number of risks, and uncertainties as a result of which
actuals could differ materially from such statements. HGS does not undertake to update any such
statement that may have been made from time to time by HGS or on its behalf.



About HGS

Financia l Pe rform ance

Busine ss Highlights

Pe op le  Update s

Way Forward

Ag e nd a
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FY2023– A ye a r of c ont inue d  c ha ng e  a nd  a d a p t ing  to  a n  e volving  
ind ust ry

CONTINUING HYBRID WORKING MODEL

FOCUS ON GROWTH 
• Strong numbers on all financial 

parameters

DIGITAL-FIRST APPROACH
• 100% stake acquisition in TekLink International
• Enhanced cross -selling of technology solutions 
• Strategic merger with NXTDIGITAL Ltd ’s d ig ita l 

m e d ia  busine ss  

• Se t up  or acquire d  ne w ce nte rs  - Barranquilla , 
Mysuru, Indore ,  Be lfast,  Ne w York and  Warre nville

• Focus on re al e sta te  consolidation - Exite d  se ve n 
ce nte rs  in Canada and  the  US

PROUD OF MY TEAM
• CSAT 2022 – score d  an NPS of 65 - our highe st e ve r! 
• ESAT 2022 – e xce lle nt score  of 62.5.  Score d  high on 

a ll four param e te rs  of sa tisfaction, loyalty, advocacy 
and  value  as  a  p rofe ssional

• HGS Canada is  Gre at Place  To Work® ce rtifie d !
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HGS a t  a  g la nc e

HGS CSR a c t ive  
g lob a l ou t re a c h
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HGS t od a y…
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FULL SERVICE DIGITAL CX PARTNER

Digital
Experience

Data &
Analytics

Digital
Engagement

Cloud &
Contact Center
Transformation

Intelligent
Automation

Cyber 
Security

DIGITAL CX PLATFORMS

MARKETING COMMERCE TECHNOLOGY DATA & ANALYTICS PROCESS MANAGEMENT

Unique combination of end-to-end capabilities makes us a true strategic partner positioned to help brands transform digitally and deliver 
frictionless customer experiences.

55+ TECHNOLOGY PARTNERS | 1K+ DIGITAL TRANSFORMATION CONSULTANTS



Fina nc ia l su m m a ry of FY2023 (c ont inu ing  op e ra t ions) 
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Op e ra t ing  re ve nu e  c om p osit ion

FY2023
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Sha re hold e r Re t u rn  (Se p t e m b e r 30 th 2020  t o  Se p t e m b e r 25th 2023)

 1,000 Shares acquired on September 30 th 2020 
a t Rs. 693 pe r Share

 1,000 Bonus Share s re ce ive d  in Fe bruary 2022

 2,000 Share s Post Bonus as-on March 2022

 220 Share s te nde re d  in Buyback in June  2023 a t
Rs. 1,700  pe r Share

 Hold ing  of 1,780  share s post Buyback as on 
Se p te m be r 25th 2023 

 Marke t Price  as on Se p te m be r 25th 2023 of        
Rs. 1,006 pe r Share

 Divide nds re ce ive d  (inc lude s Inte rim , Spe cia l & 
Final Divide nds) from  Nove m be r 2020 to  
Se p te m be r 2023.

Acquisition Cost
(30 Sep 20)

Dividends
Received

Market Price Gain
(till 25 Sep 23)

Buyback
Gain

Total
(25 Sep 23)

For a Shareholder with 1,000 Shares

6.93

3.08

10.97

2.21

23.21

In Rs. Lakhs

Assumptions
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M&A up d a t e

HGS a cq u ire d  Te kLink In t e rna t iona l in  Ma rch  2023

The acquisition strengthens HGS’ digital solutions business by adding enhanced expertise in building data platforms, analytic s, and  financia l 
p lanning . It a lso adds com ple m e ntary d ig ita l workforce  be nch stre ng th, with 275 se asone d  te chnology and  im ple m e ntation p rofe ssionals joining  

HGS as part of the  transaction. HGS’ d ig ita l solutions busine ss curre ntly e m ploys ove r 1,000  core  te chnology and  d ig ita l m arke ting  e xpe rts, p rim arily 
across the  US and  Ind ia , who are  transform ing  custom e r e xpe rie nce s (CX) for le ad ing  b rands.
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HGS is  a  re sp onsib le  c orp ora t e  c it ize n

In India, a contribution of 

INR 5.66 Cr.
was m ade  during  FY2023 through various 

NGO partne rs

In FY2023, ove r 4,300 e m ploye e  volunte e rs  

contribute d   6,240+ hours  g lobally towards various 
socia l cause s (e nvironm e nt, e ducation, com m unity 

de ve lopm e nt, skilling , COVID-19 care  support, e tc) and  

re ache d  approxim ate ly 2,00,000 live s  through the ir 
e fforts
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Ta king forw a rd ou r HGS 2.0 St ra t e g y
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Our g row t h  p la n

 Provide frictionless customer journeys, using the latest technologies of artific ia l inte llige nce , 
autom ation, analytics, ge ne rative  AI and  c loud  te le phony.

 Continue  to transform  as a  Te chnology-le d  CX Com pany through a  m ix of organic  g rowth and  
acquisitions, while  inve sting  significantly on te chnology and  ta le nt.

 Enhance  our offe rings be yond  trad itional CX and  Dig ita l Me d ia  solutions… to p rovide  a  range  of 
inte r-conne cte d  se rvice s to e nab le  im pactful  change to c lie nts’ busine sse s.  

Our Approach
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HGS is  e volving  from  m a na g ing  c lie n t ’s  CS t o  c ha m p ioning  CX

Customer 
Experience

Proactive

Customer Experience
Interactions between the client and their 
customers during the period of their 
relationship.

WEB & MOBILE 
EXPERIENCE

E-COMMERCE

DIGITAL 
MARKETING

CRM & CUSTOMER 
INSIGHTS

END-TO-END 
CUSTOMER 

TOUCHPOINTS

Customer 
Service

Reactive

Customer Service
The assistance and guidance the client's 
company provides to customers who are 
purchasing or utilizing their products or 
services

 SELF SERVICE PORTALS
 OMNICHANNEL CONTACT CENTER
 SOCIAL CARE
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Presenter Notes
Presentation Notes
Question to Ask:

Which of these functional areas in your organization are you responsible and account for / Inform & Consult




Curre nt  St a t e

Digital

• App De ve lopm e nt /  Mainte nance
• Cloud  De p loym e nt & Migrations
• Syste m s Im ple m e ntations (Conte nt 

Manage m e nt, Portals, CRM, Etc .)
• Data Eng ine e ring  & Analytics
• Cybe r Se curity
• Proce ss Autom ation

Trad itional CX

• Contact Ce nte r with he avy workforce  
de p loym e nt

• Manpowe r d rive n Back Office  Proce ss 
m anage m e nt

• Te chnology is se e n as a  job  tool
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Fu t u re  St a t e

Digital

• App De ve lopm e nt /  Mainte nance
• Cloud  De p loym e nt & Migrations
• Syste m s Im ple m e ntations (Conte nt 

Manage m e nt, Portals, CRM, Etc .)
• Data Eng ine e ring  & Analytics
• Cybe r Se curity
• Proce ss Autom ation

Trad itional 
CX

• Contact Ce nte r with he avy workforce  
de p loym e nt

• Manpowe r d rive n Back Office  Proce ss 
m anage m e nt

• Te chnology is se e n as a  job  tool

• AI Drive n Proce ss Manage m e nt
• AI Supporte d  Unatte nde d  Custom e r Se rvice  

(ChatBot /  IVA)
• AI Supporte d  Atte nde d  Custom e r Se rvice
• AI Ops (Data Tagg ing  /  Labe ling)

Dig ita l
Ope rations
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HGS w ill d e live r fric t ion le ss  e xp e rie nc e s  @ sc a le

A distinctive set of end -to -end services are needed under each area to deliver modern digital experiences

Te c hnolog y 
Mod e rn iza t ionCX Op e ra t ions Dig it a l Ma rke t ingIn t e llig e n t  

Au tom a t ion
Ana lyt ic s  & 

Ins ig h t s

St ra t e g y & De s ig n   |   Te c hnolog y Im p le m e nta t ion   |   Ma na g e d  Se rvic e s   |  Proc e ss  Ma na g e m e nt  (CS & Ba c kOffic e )

BFSI FMCG & Re ta il Te c hnolog y, 
Me d ia , Te le c om Othe rVerticals:

Practices:

Services:

 AI Supported 
Attended customer 
service

 AI Supported 
Unattended 
Customer Service 
(ChatBot / IVA)

Public Sector & 
Utilities

 App Development / 
Maintenance

 Cloud Deployment & 
Migrations

 Systems 
Implementations (Co
ntent Management, 
Portals, CRM, Etc.)

 Cyber Security
 Build/Operate and 

Transfer 

 Consumer and 
Business Analytics 
bespoke and custom 
implementation

 Data Visualization
 Data science 

implementation and 
support

 Data engineering and 
BI

 Process automation
 Automated 

enterprise 
implementation 

 Cognitive and 
interactive 
automation

 Product 
implementations

 LeanOps study
 Process Mining

 Social Media analysis
 Content Marketing 

support
 Marketing system 

implementation
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Ne w  d e ve lop m e nt s  in  t he  ind ust ry

From a market size of just $40 billion in 2022… 
Generative AI is poised to explode to $1.3 trillion 
over next 10 years – Bloomberg Intelligence report

Rising  de m and  to be  d rive n by spe cialize d  assistants, 
ne w infrastructure  p roducts, and  cop ilots that 
acce le rate  cod ing

AI-le d  tools could  drive a 7% (or almost $7 trillion) 
increase in global GDP and  lift p roductivity g rowth by 
1.5 pe rce ntage  points ove r a  10-ye ar pe riod  – Goldman 
Sachs Research
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Foc us  on  Ge ne ra t ive  AI @ HGS

20

Application Areas

 Modern CX - inte llige nt chatbots , 
pe rsonalize d  conte nt ge ne rators , 
virtual assis tants, e tc

 Intelligent Automation - autom ate d  
workflow syste m s with AI-d rive n 
de cis ion-m aking  capab ilitie s

 Analytics - data  analysis and  
p re d ic tions

Our Approach

 Research & Development -
collaborate  with acade m ia and  AI 
re se arch organizations for continuous 
le arning and  im prove m e nt 

 Talent Acquisition & Training - hire  
and  tra in a  de d icate d  te am  of AI 
e xpe rts  and  data  sc ie ntis ts

 Partnerships & Alliances - Form  
stra te g ic  a lliance s with AI te chnology 
p rovide rs  and  p la tform s

Expected Outcomes

 Enhanced customer experiences
with pe rsonalize d  and  e ffic ie nt 
se rvice

 Improved business efficiency 
through inte llige nt autom ation

 Advance d  analytics  le ad ing  to more 
informed decision making

 Estab lish our organization as a  
leader in the integration of AI in 
CX, automation and analytics



Ge ne ra t ive  AI @ HGS – c u rre n t  s t a t e

21

Internally, HGS is investing significantly in adopting AI
even as we put specific safeguards to maintain
organizational and personal security .

The  world 's  fascination with ChatGPT p rove s ge ne rative  AI will continue  to dom inate  CX stra te gy.

HGS is deploying AI for monitoring, reporting, and
improving CX across front and back -office processes, while
driving transformation for clients .

Faste r hand le  tim e s –
le sse r custom e r 

com plaints

Re fine d  & sm arte r 
p rofe ssional re sponse s

Training  for succe ss –
pe rsonal traine r for 

age nts

Enhance d  Se lf-se rvice  
– save s tim e  and  e ffort

 Ongoing  e xe rcise  to  e m be d  AI in our inte rnal app lications, 
whe re ve r possib le  – include s data  analytics  p la tform , HR 
apps, tra ining  porta ls , e tc

 Adopte d  hybrid  m ode l – ope n-source  AI on subscrip tion basis  
and  inte rnal AI de ve lopm e nt

 Sm all labs in Be ngaluru and  Ne w York 
 Use  Case s:
 Initia l work with NLP and  ML – to im prove  CVs database  
 Fit Inde x and  Early Warning  Syste m  
 Focus on p re d ic tive  & cognitive  analytics , c loud  m igration, 

socia l, contact ce nte r te le phony, e tc
 Publishe d  AILLM policy for e m ploye e s



Sinc e  t he  sa le  of He a lt hc a re  Busine ss…

US$ 28 million

Acquired Diversify in Australia 

US$ 57 million 
(paid till date)

Acquired Teklink 

For shares of HGSL

Acquired Digital Media  
Business 

Rs. 548.2 crore

Dividends Paid

Rs. 1,246 crore

Buyback + Taxes

Rs. 4,962 crore
(Cash & Treasury Surplus as 

on June 30th, 2023) 

Available  for Future Growth  
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THANK YOU
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Vynsley Fernandes

Whole -time Director, HGS and 
Head of Digital Media Business 
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M&A Up d a t e

NXTDIGITAL’s Digital Media Business is now part of HGS
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Broadband -over -satellite 
takes off!

In partnership with leading education firms, 
NXTDIGITAL’s  Broadband -ove r-sate llite  se rvice  is  
p rovid ing  e ducation in unde rse rve d  and  poorly 
conne cte d  are as in Kashm ir and  Arunachal Prade sh on 
a  p ilot basis .

The  se rvice  is  a lso find ing  wide  acce p tance  in othe r 
busine sse s, locate d  in te rra ins whe re  data  conne ctivity 
is  a  challe nge .

NXTDIGITAL & THAICOM INITIATIVE
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NXT c ont inu e s  t o  d rive  innova t ion ..

NXTHUBS CROSS 125 IN TIER 2 & 3 
MARKETS

Owned -and-ope ra te d  HUBs de live ring  d ig ita l 
te le vis ion, b roadband , OTT and  othe r se rvice s  
on a  “p lug-and-p lay” m ode l

ONEDIGITAL DRIVES CUSTIMER ARPU IN 
CITIES

Pre m ium  ”inte g ra te d ” offe ring  of DTV, 
Broadband , OTT, CCTV, VoIP/ Inte rcom  & 
com m unity WIFI

NXTSANGRAM UPSKILLS FRANCHISEES 
TO BE COMPETITIVE
Ove r 2,000  franchise e s  tra ine d  in ne w and  
e m e rg ing  d ig ita l te chnolog ie s

5



NXTCONCLAVE 2022: Connect. Converge. Collaborate

NXTDIGITAL set up its first conclave in December ’22 – bringing together independent and 
pan -India Digital Platform Operators (DPOs) for a day -long summit to share digital 

transformation trends in the industry as well as define ways to collaborate. 

• Industry experts shared their view on future of the media 
industry in curated events.

• A presentation on state of the Indian Media & 
Entertainment Industry by KPMG

• A presentation on Metaverse Continuum by Accenture
• Panel discussions on:
 The  ne w d ig ita l savvy consum e r: What doe s  she  want?
 Incre asing  d ig ita l adop tion - tim e  for true  conve rge nce
 The  Ente rp rise  Busine ss: Le ve rag ing  Capab ilitie s  and  

Infras tructure  for Growth
 Upgrad ing  Dig ita l Skillse ts : Now a  Ne ce ssity
 Value  Cre ation - Collabora tion is  the  Ke y
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Wha t ’s Ne w !
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NLD Roll -Out : Connecting Tier -II & Tier -III towns

01 Mumbai

Mumbai
Nashik
Nagpur
Kolhapur
Pune

Mumbai
Ahmedabad
Jaipur
Delhi

Mumbai
Ratnagiri
Panjim
Belgaum

Delhi
Lucknow
Varanasi

Patna

Delhi
Haridwar

Dehradun

02

03
04

05

Delhi

Mumbai

Mumbai

Delhi
 8,000  km s across  10  s ta te s
 Will use  OPGW & Unde rground  conne ctivity
 Will de live r 1 Tbps capacity with DWDM/ IPoDWDM

Broadband vertical is focused on adding 150+ towns to its 
existing footprint of 350 cities and towns - through its 
national long distance fiber commissioning
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OTT Aggregator app

NXTPLAY offers over 300,000 hours of local 
and global OTT content across multiple 
genres and local languages for mobile and 
television. 

 NXTPLAY gives subscribes 
access to 25+OTT platforms 
through a single app.

 The app enables a subscriber 
to discover what content to 
watch, where to find it, and 
assess reviews. 

 NXTPLAY is being bundled 
with DTV as a “retention ”
strategy whilst being offered 
as an “add-on” for broadband 
penetration, especially in Tier 
3 & Tier 4 markets.
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Fora y in t o  t he  Ent e rp rise  Solu t ions  se g m e nt  in  Ind ia

NXTHUBs 

 Plug-and-play video solution offers a slew of digital 
services including video, OTT and WiFi, backed by high -
quality service levels through satellite technology.

 Ensures last mile operators (LMOs) access to new 
products and emerging technologies. 

 Expanded this network to 100+ NXTHUBs in FY2023, 
adding to our existing coverage of over 4,500 pin codes.

ONEDigital

 India’s first integrated and convergent “combo ” product 
offers customers broadband up to 1,000Mbps speeds, 
650digital television channels, international and regional 
OTT, VoIP/Intercom, CCTV & community/building WiFi

 ONEDigital has seen continuous growth since launch in 
September 2022

 ONEOTT iNTERTAINMENT launched new enterprise solutions 
brand “CelerityX “ in August 2023

 Offers a bundle of tailor -made, personalised digital solutions for 
enterprise customers - cutting -edge Broadband over Satellite 
(BoS), Fiber, and 5G MESH networks

 Provides zero -touch digitally enabled industry solutions, across 
on-premises, cloud, and platform economy environments

 Leverages installed pan -India infrastructure, footprint and network 
of not only NXTDIGITAL and OIL, but also a host of partners who 
want to monetise their assets.

Always on. Always connected.

Your WAN. Your way. Connect. Collaborate. Conquer.

Pervasive connectivity, anywhere.
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Thank you.
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