
CLIENT SUCCESS STORY

Consistent and high performance even during the seasonal spikes in call volume by ensuring
new hires are up-to-speed and ready for a leading networking solutions provider

Swimming against the tide

How CSS Corp defied the technical support industry norm of a dip in performance during seasonal call 
volume spikes by getting to the root of the problem and doing what it does best – support.



In technical support, it is well known and accepted that 
performance dips during seasonal call spikes. One reason for this is 
that hiring and training need to take place in a short span of time to 
address the seasonal increase in volume or growth in scope of 
business from the client. Often, this leads to gaps in skills needed 
on the floor. CSS Corp challenged this acceptance, got to the root of 
the problem and devised solutions to address the challenges that 
crop up during seasonal spikes. The result? Consistent high 
performance even during seasonal spikes.

Client Situation
Technical support is an important contributor to customer loyalty and 
growth in the computer and networking devices industry. Since 2008 
the company has relied on CSS Corp to provide technical support to 
its large wired and wireless home networking devices customer base. 
With our services, CSAT was trending at an average of 84%, above 
the client target of 80%. 

Looking ahead, we needed a robust solution that would ensure 
consistent high performance even during seasonal spikes. We had 
four main objectives: 

 time to new hires and enable them to perform at required levels

 within stringent hiring timelines

 by defined timelines

The CSS Corp Solution
We tackled the challenges by focusing on two main aspects:

Forecasting and staffing: Our target was to forecast the volume 
during the Christmas season with optimum accuracy achievable and 
increase staffing by 35% within 90 days. We achieved this by:

 for training 

 resources, with close to 40 resources being hired though this 
 channel

 onboarding a large group of candidates

 deployed, to address absence and attrition

 rejects and attrition during the onboarding cycle

Training and nesting: The speed-to-competency ratio was a key 
determinant to the success of the program, we focused on training 
effectiveness

on basic technology followed by two weeks of communication 
and two weeks of product and process training 

on quality 

hand-holding to new hires during the nesting phase. 

for on-floor retraining, on customer service and product and 
process to ensure continuous improvement in performance

About the Client

connectivity solutions. It offers a diverse and far-reaching 

easy-to-use networking solutions, accessories for mobile 
devices, and energy conservation products.



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

Business Outcomes
Our interventions helped achieve an above 80% CSAT during the seasonal spike in volume 
as shown in the below graphs:
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