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ENTERPRISE

TECH SUPPORT

Securing

Brand Image with 

Superior Support

CASE STUDY

CSS Corp implements a 
robust support framework 
and ensure a seamless 
end-customer experience
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A leading global provider of wireless broadband solutions that connect people, places and things.

When customers have a bad service experience, it takes 
more than one good experience to convert them. The 
repercussions of bad customer experience range from 
customers who stop doing business with the company 
to disgruntled customers who use social media to 
express their view on the service.  It's no longer pays to 
be reactive in customer support to take measures after a 
bad customer experience has occurred. Companies 
who want to be leaders need to pro-actively fix issues 
even before they occur. CSS Corp is a world leader in 
enterprise tech support with proven experience in 
delivering exceptional services to enterprises around 
the globe.

The client has an extensive portfolio of reliable, scalable 
and secure WiFi, fixed wireless broadband platforms; 
managed by cloud-based software. They help 
enterprises in 150 countries to build powerful 
communications networks. The enterprise tech support 
was managed in-house. 

The Time To Customer (TTC) was 15 days. This slow 
response resulted in disgruntled customers. The Fault 
Detection and Classification (FDC) was low at 15%. 
With a low FDC, a majority of issues were not detected 
and hence remained unresolved. The unresolved issues 
with the tech support team were a staggering 250 cases 
which reflected in a poor CSAT score of 60%. 

The poor customer service resulted in an increase in 
irate customer base which would subsequent lead to 
loss in revenue. Hence the client mandated CSS Corp to 
reinstate their brand image with superior tech support.

A product can be successful only if it has exemplary 
support. A good support service provides a positive 
sentiment, so much that the mention of the brand 
name triggers positive feelings from a customer. 
When a leading wireless broadband solutions 
provider was losing market share because of poor 
enterprise tech support, they turned to CSS Corp to 
reinforce their brand image and gain competitive 
advantage.

Abstract

Client Situation
CSS Corp implemented global priority support to the 
client. This included proactive services with dedicated 
account management and technical resources that 
helped customers realize the business benefits   faster. 
The CSAT score jumped up to 96. Processes were 
streamlined and stabilized, which resulted in fewer 
errors and delays. The technical support specialists 
were efficient in FDC. Superior support was provided to 
the customers with faster turnaround time, thus 
minimizing downtime.

Unresolved cases per team were closed which further 
strengthened support agent performance. This leading 
to greater customer stickiness and growing revenue.   

CSS Corp Solution

About the Client

Our solution delivered four important benefits:

Business Outcomes

Delighted customers: 96% CSAT score
Superior support performance:73.33% faster TTC (<4 days)
Better brand image: >40% improvement in FDC (>55%)
Strengthened customer relationship: 60% improvement in clearing unresolved issues (100) 

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


