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CASE STUDY

CSS Corp’s integrated 
enterprise product support 
reinstates the brand image 
for a unified communication 
service provider
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Global leader in providing cloud-based fully managed and self-managed unified IT service solutions

Unified communications and real-time team 
collaboration tools enable enterprises to take their 
communication to the next level by seamlessly 
integrating their smartphones, tablets, notebooks and 
desktops into a single globally accessible virtual office. 
But when these systems malfunction, it amounts to loss 
of productivity, customer churn and loss of revenue. To 
prevent such losses, it is important to have a tech 
support service from a reliable company that would 
address the problem right away. 

The client is a cloud-based unified information 
technology solutions provider offering cloud file 
sharing solutions with built-in communications. They 
target mid-size enterprises who buy telephone 
subscriptions, VOIP service offerings from them. 

Using their unified communication model, customers 
could use their service anywhere using a mobile phone 
or a desk phone. The client’s product support was 
handled by a vendor who lacked technical support 
expertise. 

Boarding of customers to the client network was 
becoming an issue. With poor technical support 
increase in escalations to the L3 support agents 
(handled by client) and unresolved issues were on a 
rise.  All this had an impact on the client’s brand image. 
The client turned to CSS Corp to deliver enterprise tech 
support experience and reinstate their brand image. 

CSS Corp’s enterprise tech support reinstated the 
brand image of a cloud based unified IT service 
solutions provider with an integrated product support 
model. This support model enabled the client with 
powerful customer engagement features to deliver 
extraordinary customer experiences.

Abstract

Client Situation
CSS Corp set up an integrated support model with a L1 
and L2 support team, a Customer Service Desk (CSD) 
team, and VOIP specialists to support the client’s 
products. The L1 support team on boarded customers, 
in addition to trouble shooting the client’s network. The 
L2 support team focused on quality enhancement. The 
CSD conducted product and UI training for customers, 
deploying routers and setting up customer network. The 
VOIP specialists provided engineering expertise for 
communications systems including network planning, 
building communication spaces and media pathways to 
meet industry standards. They also guided 
non-technical personnel in network troubleshooting in 
the day to day operations of the Operations Centre.

This integrated support model enabled CSS Corp to 
delight the customers with a CSAT score of more than 
90%. Escalations to L3 were brought down by 20% with 
a resolution rate of 95%. 

CSS Corp Solution

About the Client

Our solution delivered the following benefits:

Business Outcomes

Cost Saving: 30% reduction in support cost
Superior customer experience: 90% CSAT score
High efficiency: 20% reduction in escalations to L3
Efficient resolution: 95% resolution rate

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


