
Smart support for smart homes

Business
Challenge

When the client decided to outsource their customer 
support and subscription renewal processes, CSS Corp 
was selected as the preferred partner. Where we stood 

out was capability in all areas that the client was looking 
for. These included understanding their product 

inside-out to tailor a relevant customer support strategy, 
as well as being flexible, scalable, and cost-sensitive to 

the changing needs of their startup business and cross & 
up selling of their subscriptions based on consumer 

needs and their respective propensity to spend.

Our Solution
Approach: 

CSS Corp designed the customer support solution to be scalable at every stage of the client’s growth. A small team of 
specialists would start the engagement as customer support agents. In addition to providing voice and email support, they 
would also segregate the customer base into segments based on their behavior & share of wallet and build a knowledge 
base for future support staff. When the team had to be augmented, these agents would also serve as subject matter experts, 
getting the new team ready to deliver the same quality of service much faster. 

Execution: 

The mantra was to improve customer loyalty and increase life time value through stellar customer services and support.

Pre-launch / beta testing phase: 

A small team of specialists would start the engagement as customer support agents. In addition to providing voice and email support, they 
would also develop content for new-hire training and build a knowledge base for future support staff. When the team had to be augmented, 
these agents would also serve as subject matter experts and would help in segregating the customer base for effective subscription up and 
cross selling.

Launch phase: 

The team started providing pre-sales and order management support with 15 agents (in addition to the beta team and the team lead) four 
weeks after the beta support team went live. The beta team acted as the subject matter experts for the team on go-live. 

Current delivery model: 

The team today is 100-strong, and is split into tier 1, tier 2, and tier 3 (order management, product and sales engineering, and beta testing 
group) teams who provide support along with subscription selling across voice and email. 

About Client
A manufacturer of a home temperature 
control device that can learn a user’s 

schedule, program itself, and be accessed 
from a smartphone or the web.
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“Let’s face it. Customers are not dying to speak to tech support agents. They call when a problem needs to 
be sorted out. And when CSS Corp takes up the responsibility of tech and CX Support, 

it may mean fewer calls for their agents, but for us it means lower costs, and increased customer loyalty.”  

- Customer

Business Outcomes: 

We were able to increase the lifetime value of 30% of the customer base 
with our clear segmentation and selling strategy. 

Customer Lifetime Value

The satisfaction scores for support transactions has been an 
average of 92% and 91% for calls and email respectively.

Customer Experience

Metrics such as CLV and Customer Experience are crucial 
components of creating loyal and happy customers and 
to be able to exceed client’s expectations made the 
difference.

Key Takeaway


