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CSS Corp cements a decade-old partnership with a pro-active support solution to weed out 
inefficiencies and ensure a seamless end-customer experience

CSS Corp’s multi-tiered support model enabled a leading networking equipment company to remove inefficiencies in 
their existing tiered model, enhancing end-customer experience.
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For more information, please email us at info@csscorp.com

Client Situation

The CSS Corp Solution

Business Outcomes
Our solution delivered three important benefits:

About the Client

Support for products and services are an 
important selling point, more so for 
technological products and services. When a 
product comes with support, it gives a 
guaranteed assurance, that help, when needed, 
will be available. Providing support can be 
tedious, time-consuming and costly. That’s 
why an efficient and tailored model is needed - 
one that ensures seamless customer 
experience while keeping costs low and high 
quality of service.

A market leader in IP-based networking 
equipment, specialising in web and video
conferencing.

The client is a market leader in IP based networking equipment. The 
client’s L1 and L2 support teams handled support calls from their 
customers. The support teams faced challenges in delivering support 
due to narrow support boundaries, controls and insufficient informa-
tion accessed by the support agent.

The client’s tiered support model faced a few more challenges too. 
The narrow support boundaries in issues escalated to the L2 team, 
increasing the workload of the L2 team. The escalations had a 
negative impact on their support performance. 

The escalations resulted in prolonged turnaround time. With more 
than a decade old partnership, the client turned to CSS Corp to 
improve overall customer experience by providing superior support.

CSS Corp initiated an employee exchange program to fill the 
knowledge gap. We recommended a universal agent model to enhance 
the customer experience. We trained the L1 and L2 agents and defined 
a process in handling cases related to specific features in tool and 
information that could be shared with the customer. The training 
included

The training helped the L1 support agents to answer multiple queries, 
thus reducing the escalations to the L2 team. The support performance 
of both the L1 and the L2 agents improved as the processes were 
streamlined ensuring that the right information is accessed by the right 
tier agent. The support agents could handle support calls efficiently 
and resolve the issues on time, thus improving the overall customer 
experience

Multiple skills training - Tech support, account management, 
Application Program Interface (API) and Single Sign On (SSO) 

Tools training – Technical support tools and administrative tools

 Improved support performance: >89% quality 
scores/standards. Our solution improved the support team’s 
performance with better skills and training to resolve customer 
issues

 Reduced escalation: The percentage of calls escalated to the L2 
team reduced drastically from 5% to 1.5% reducing their workload 
and improving the turnaround time

 Improved the overall customer experience: >4.5 CSAT out of 
5 showing a sustained customer satisfaction


