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CSS Corp enhances 
customer experience by 
reducing Average Handling 
Time with high end 
enterprise tech support 
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An American network security enterprise specializing in advanced firewalls for network security, visibility and 
granular control

Average Handling Time (AHT) is one of the most 
commonly analyzed KPIs in the tech support industry 
and frequently assessed when measuring efficiency. 
However, despite being a prevalent KPI, many 
enterprises do not know how to reduce average handle 
time effectively. In fact, only experts know-how to 
reduce average handle time without sacrificing 
customer satisfaction or breaking the bank. , In order to 
be successful at reducing average handle time, support 
agents must be empowered with the knowledge and 
tools necessary to get the job done. CSS Corp is an 
expert in reducing AHT with online KB articles and 
backup resources.

The client has a strong customer base in North America 
and in Europe. The online KB tool did not have enough 
KB articles to help their customers with self-help 
capabilities. High call volumes led to high Average 
Handling Time (AHT) and this resulted in the growth of 
irate customer base. The AHT was at 1 hour which was 
100% higher than the industry norm. 

The client wanted a support partner with experience in 
enterprise tech support and also understood the 
network security enterprise space.

CSS Corp was mandated to improve customer 
stickiness with high end technical support throughout 
the customer lifecycle.

We are the world leaders in product life cycle support. 
Our enterprise tech support solution enabled an 
American network security enterprise to reduce AHT, 
offer seamless support to their customers and create 
greater customer stickiness.

Abstract

Client Situation
CSS Corp’s robust network infrastructure delivered 
support from various geographies. The global delivery 
model with multi lingual support capabilities offered 
seamless support for the client. High end technical 
support was delivered from Utah support division 
targeting the North American market. 24/7 seamless L3 
support was delivered from Chennai and Utah.

CSS Corp’s proprietary Active Edge framework provided 
comprehensive enterprise collaboration services 
through Knowledge creation, approval, publishing, 
delivery and reporting. The AHT was reduced to less 
than 10 minutes (83.33% improvement) with the help of 
backup resources. The self-help articles reduced the L1 
and L2 calls and resulted in a CSAT score of > 90%.

CSS Corp Solution

About the Client

Business Outcomes
Superior Customer Experience: >90% CSAT score
Enhanced Support Performance: 83.33% improvement in Average Handling Time (AHT) with 
backup resources. AHT improved from 1 hour to 10 minutes.
Zero Outage: 24/7 coverage without any interruption
Improved Self-help Capabilities: 150 KB articles per quarter improved self-help capabilities 
driving customer stickiness

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


