
CLIENT SUCCESS STORY

Weeding out RMA errors to deliver 
superior customer experience
CSS Corp implements a balanced six-sigma support solution to weed out inefficiencies and 
ensure a seamless end-customer experience

Indeed we are world leaders in Tech Support. Our six-sigma support solution enabled a leading computer hardware and 
electronics networking company to remove inefficiencies in their support model, helping considerably improve 
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. And why 
not? When a product comes with support, it 
gives an assurance that help, when needed will 
be available. But if the processes that drive 
support are faulty, support can be tedious, error 
prone resulting in irate customers. That’s why 
an efficient and robust support process is 
needed – one that ensures seamless customer 
experience while keeping costs low and 
efficiency high.

A multinational computer hardware and 
electronics company whose products included 
desktops, laptops, netbooks, mobile phones, 
networking equipment, monitors, projectors, 
motherboards, graphics cards, routers, optical 
storage, multimedia products, peripherals, 
wearables, servers, workstations, and tablet 
PCs.

The client had a poor CSAT score, because of Return Merchandise 
Authorization (RMA) errors due to their previous support vendor. The 
errors in RMA resulted in delay in replacing products still under 
warranty.

The overall Customer Satisfaction (CSAT) score was at 65% and the 
RMA error was at a staggering 45%. 30% of the customers received 
the wrong product replaced because of faulty RMA process. Lack of 
offline instruction process also impacted issue resolution. Since 
most of the customer issues were unresolved, there was a significant 
increase in repeat callers. These led to dissatisfied customer base.

The client chose CSS Corp as a support partner because of the 
integrated support provided by CSS Corp across all platforms for 
multiple brands. CSS Corp was mandated to reduce the RMA error, 
improve First Call Resolution (FCR) and increase CSAT. This to lead 
to better customer experience. 

CSS Corp formed a dedicated RMA team that was trained in client’s 
RMA processes to resolve these cases. A stringent quality process was 
implemented to audit the RMA ticket processed by the support agent. 
Product replacement errors dropped to 4% from earlier 30% due to 
these interventions. 
 
CSS Corp performed customer oriented sig-sigma plan to improve the 
support service quality. The processes were mapped to identify 
opportunities for improvement by constantly tracking critical customer 
complaints and feedback. The areas that were detrimental to 
improvement were identified and eliminated.  This improved CSAT and 
FCR. Improvements in CSAT and FCR score helped the client to deliver 
superior customer experience.

 93% lower RMA error: Seamless support process. Product 
    replacement error  brought down to 4% from 30%; RMA error 
    reduced to 3%  from 45% 

 24% increase in FCR: Improved support performance. The FCR 
     improved to 68% from 55%

 20% increase in CSAT: Ensured superior customer experience. 
     The CSAT score increased to 78% from 65%


