
200% Improvement in
Service Levels Through
COEUS For A Leading
American Teleco During
Covid 

CASE STUDY 

ABOUT THE CLIENT
Our client is an international 
telecommunications equipment company 
engaged in data, video, and telephony 
services for the enterprise and consumer 
segments. Having started operations in 
1995, they have a global footprint of offices 
that deal with design, manufacturing, and 
distribution facilities. 

CHALLENGE
The client’s support infrastructure was taking a toll 
in managing support requests from all over the 
globe. The challenge was evident as engineers 
were not able to deliver on metrics like AHT, CSAT. 
Low engineer satisfaction and morale increased 
attrition. These challenges made it difficult for the 
client to continue supporting customers on agreed 
KPIs. The Covid pandemic disrupted support 
operations and forced the client to work with 
skeletal staff. Their main priority was to reduce AHT, 
decrease customer churn, increase engineer 
performance and increase customer satisfaction.   

SOLUTION

CSS Corp’s team identified the following areas as 
the scope of work:

Devise a Get-well plan to uplift account
performance on KPIs

Increase employees’ morale, reduce attrition,
and empower them with technology

Drive complete transparency and
accountability with the client

Digital-led solutions for efficient peak
load management



200% improvement in Service Level Percentage within six months

Over 78% reduction in attrition rate within six months

Improved margins and staffing control by strategic work distribution between Costa Rica and India

BENEFITS
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Customer Engagement Reimagined

CSS Corp onboarded the client on its in-house 
enterprise insight and analytics platform COEUS. 
COEUS combines data from various business 
applications (LOBs) like CMS, Quality Management 
Portal, Workforce Management, Management 
Information Systems, CRMs HRMS, and insights into 
different KPIs and metrics. These insights form a 
comprehensive performance dashboard that business 
leaders can use to know the status, health of projects 
with proactive updates and drill down to specifics in 
real-time. 

A “get-well” plan was commissioned, which included 
workforce management that took care of engineers 
and their availability to handle daily cases and peak 
load situations. Workforce management brings down 
costs and increases operational efficiencies through 
coordinated efforts from command center operations, 
IT, and problem management with real-time 
management and reporting. WFM (Workforce 
Management) helped the client to forecast peak load 
scenarios, equip and mobilize support teams to meet 
demand – with no dip in customer experience. 

With a growing caseload and thin frontline of support 
engineers, the client found it challenging to maintain 
engineer training to support customers.  The 
“get-well” plan helped engineers develop data-driven 
feedback on their performance and highlight areas 
that need improvements. It proactively gave 
recommendations and facilitated remote training, 
virtual employee engagement, and remote engineer 
help. Simultaneously, an effective communications 
plan was rolled out to drive out all ambiguity and 
bring transparency to operations. This helps the team 
handle > 20k monthly requests with L1/L2 RMA 
support. 

A special team was set up in Costa Rica to ease 
support operations that included voice call support. 
Non-voice calls were diverted to support centers 
based in India. AI-led real-time call management 
eased out calls among engineers to ensure that all 
customer requests are handled effectively.
 

Managing support centers requires 
exclusive coordination from different 
departments within the support chain. 
Any break in this link can be detrimental 
considering the humongous support 
requests they support.  With the 
pandemic breaking this chain across 
many levels, it leaves many enterprises 
high and dry to continue providing 
support and not lose customers.

CSS Corp’s COEUS is a singular solution 
aimed at removing all clutter, bringing 
operational data from various LOBs 
under a single view through digital 
technology and providing real-time 
actionable insights that helps business 
leaders get in-depth views across 
projects and helps them maintain 
business continuity.    

WHY COEUS?


