
CLIENT SUCCESS STORY

How a networking company transformed support for out-of-warranty products into an opportunity
for brand building and increased customer loyalty

Achieving that connect with customers

This global network device manufacturing major reached the crossroads of taking a major strategic decision. Whether or not 
to offer support to customers with devices that are out-of-warranty, and out-of-scope support requests. CSS Corp helped the 
client use this as an opportunity to build their brand image as well as enhance their customers’ lifetime value without 
compromising on service quality.



Expiry of warranty on a product has its dubious distinction when it 
comes to support and it is every product company’s million-dollar 
question about how they deal with customers who need support for 
products that are past their warranty period. Another significant cost 
center is out-of-scope support requests.
 
Can these two, otherwise loss-loss situations be turned into a 
win-win for both customers as well as the business? This is the 
question that our client, a global major in networking devices, was 
contemplating. And they tried something innovative – they tried to 
give their customers that enhanced support for both their out-of 
-warranty products as well as out-of-scope support requests that 
came in. 

Client Situation
The client is one of the world's leading providers of wired and 
wireless network devices to consumers and small businesses. The 
client designs a range of networking equipment - hubs, routers, 
switches, servers and interfaces - for connecting PCs and devices 
within home and small business networks with each other, and the 
Internet. The client’s distribution chain includes distributors; retailers 
such as Fry’s and Best Buy; and online stores.
The client had warranty products and provided free support for 
devices that were within the warranty period. Additionally, the client 
was also receiving support requests that were not directly related to 
the functioning of their core devices, but were relevant all the same. 
These out-of-scope calls were often a source of customer 
dissatisfaction although the request was not directly related to the 
client’s products, whether or not in the warranty period. 
The client was now looking at a value-add solution that could handle:

The CSS Corp Solution
CSS Corp offered to register all first time-calls, which helped the 
client identify customers with out-of-warranty products, as well as 
out-of-scope calls. Following this, all the out-of-warranty and 
out-of-scope callers were offered the option of receiving support from 
the Premium Support brand of the client. 

capabilities to handle all customer calls and the customers who were 
interested in opting for premium support were transferred to the 

models that were available under the program. The options offered to 
the end customer were:

incident that the premium support was approached with

premium support would be provided for a period of six months, 
extended to all home technologies, irrespective of vendor or 
warranty status.

understand the benefits of each package and in choosing the option 
that best suited their requirements.
The CSS Corp technical team was trained across all home technology 
products and in handling support across all brands of networking 
products similar to those offered by the client.
This allowed the Premium Support teams to efficiently troubleshoot 
and provide expedited resolutions for customer-issues.

The subscription purchases were analyzed over a six-month period to 
identify the most popular and highest selling. It was found that the 

among the highest selling plans with ‘Pay-Per-Incident’ following 
closely in the third position.

About the Client

infrastructure. 



The CSS Corp partnership allowed the client to add value to their customers by providing 
both regular, as well as premium support using a single toll-free number. The client, was 
also able to reinforce itself as a strong brand in customers’ minds, enhancing customer 
lifetime value and significantly increasing customer loyalty. 

The above graph shows the conversion of calls to new cross/upsell subscriptions over a 
two-year time frame.

The graph above shows the conversions broken up by subscription type, Pay-Per-Incident, 

A look into the CSAT Curve during the same period.
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For more information, please email us at info@csscorp.com

as an extended support arm, providing top-of-the-line technical support to their customers. 
The client saved significant costs by offshoring out-of-scope and post-warranty calls to our 
technical support center, while simultaneously ramping up the support team internally.

Also as a result of this engagement, the client got an opportunity to tap into non-client calls, 
providing a wider spectrum of services to its customer base, without compromising on 
quality and value for money. Furthermore, we helped increase the customer satisfaction 

rates.

devices, the client capitalized on an untapped market and was able to create a new business 
line and revenue stream that had a significant impact on their top-line, bottom-line as well as 
the overall goodwill their name carried in the marketplace.

Benefits at a glance

Customer Speak: I have dealt with many support techs in trying to clean up my computer 

him to be far more knowledgeable than all the previous techs I've dealt with. After several 
months of working with techs, finally a senior tech/ supervisor at a vendor could not 


