
CLIENT SUCCESS STORY

Powering dealer success

For a leading connected home and security company, CSS Corp is ensuring high quality and fast response to technical support needs of 
a growing dealer ecosystem – the key link between the end customer and the company. 

On a high growth trajectory, a leading connected home and security company is ensuring 
dealer success with high quality technical support from CSS Corp



For more information, please email us at info@csscorp.com

Building a strong, committed network of partners is more important 
than ever to deliver what the end customers truly need and to keep 
them happy. And to build such an ecosystem, a company must 
ensure support to its partners at all times. Our client operates in the 
connected home and security market through a network of partners 
/ dealers. Experiencing high growth, they needed to step up to 
support their growing dealer ecosystem. 

In CSS Corp, they found an experienced, highly skilled, dedicated 
technical support partner who ensured levels of quality and fast 
response that the end customer expects. 

Client Situation
The company’s products and services are available through a network 
of licensed dealers. They provided support to their dealers from an 
in-house dealer support center. But with business expansion in early 
2014, the company began looking for an experienced support partner 
to manage the growth in the US and Latin America while offering 
better support quality at a lower cost. 

CSS Corp’s proven capability in technical support in several 
languages across several regions was pivotal to it being chosen for a 
pilot program. 

The CSS Corp Solution
We offered bilingual support queue to handle the overflow from the 
North American region while managing the Spanish volume as their 
market grows in Latin America.

We put in place a team of trained agents to support dealers by 
troubleshooting over the phone, during and after the hardware 
installation. In addition, our team uses its expertise to support the 
company in different areas such as workforce management, quality, 
training and performance management. To this end, we established 
efficiency metrics such as talk time, occupancy and quality which 
were integrated into the dashboard as no metrics were in place to 
track performance.

Starting March 2015, we incorporated an internal interaction tracker 
to provide visibility to the company on different categories of call 
volume handled and important KPIs such as first call resolution, issue 
resolution, escalation rate, and support required rate. 

The partnership allows the internal centers of the company to 
specialize in certain call drivers while our team manages the overflow 
and Spanish calls.

Business Outcomes
Our support model delivers two-pronged benefits to the client:

quality, training and performance management

growth as and when needed, freeing up the internal teams to 
specialize in certain call drivers

About the Client
A leader in interactive security and connected home technology 
with solutions to monitor, protect and automate homes.


