
A strategy in time saves nine

Business Challenge

CSS Corp manages the client’s service cancelation requests for 
their products and services. One is a subscription-based 
entertainment service and the other is an online gaming 

destination with multi-channel accessibility. To cancel their 
subscriptions, customers call the contact center. The client was 

unable to retain its existing customers and losing them to its 
competition. Hence, they turned to CSS Corp and decided to 

reduce customer churn to drive engagement, loyalty and sales.

Our Solution

Approach: 

Consumer Behavior Analysis - We studied the historical 
data to identify the major change in the behavior of the end 
consumers which led to cancellation of subscriptions. By 
using Pareto charts to prioritize the causes, we developed 

action plans for the major causes. We identified that issues 
with product / subscription, usage / activity, and price 
contributed to more than 80% of cancelation requests.

Strategize - We conducted brainstorming sessions to identify 
areas where customers could be retained. We categorized the 

causes under people, product, and process and noted the 
findings in a fishbone diagram. We used a control-impact 

matrix to identify high-impact controllable factors and derive 
an action plan.

Implement - We defined a new methodology of handling 
retention calls and trained our agents on customizing service 
offerings according to the past behavior of consumers. We 

also provided them with the required handouts and continued 
to monitor their calls and provide coaching to ensure 

improved performance. 

Execution: 

We changed our approach to customer calls and made 
interactions more relevant with a ‘5R’ agenda:

Recommend - Help customers discover TV shows and Facebook 
games they might enjoy, based on their interests.

Remind - Check if customers have access to multiple computers or 
Internet connections at more than one location. Educate them about 

how to use their subscription on multiple systems or at multiple 
locations so they can maximize the benefits of their subscription.

Reorient - Help customers understand the value of their 
subscription by identifying additional features that might be of 

interest to them.

Reassure - Inform customers about the support options on the 
website and how to make full use of the features and benefits that 

we offer.

Reinforce - Send emails to customers with additional information 
about the features included in their subscription, along with relevant 

links based on their individual interests.

About Client
A provider of global digital media delivery 
software and subscription-based online 

entertainment services.

Considering change in customer behavior and addressing them in intuitive ways is one of the crucial components of 
creating loyal and happy customers.

Business Outcomes: 

We were able to reduce the cancellation of subscriptions by over 60% in 
one quarter. 

Fewer Cancellations

We consistently achieved and exceeded the client’s save targets 
– peaking at 23% for their entertainment service and 34% for 
their gaming service.

Customer Retention

As a result of reduction in repeat calls, there was a 
significant improvement in customer satisfaction, evident 
from a sustained CSAT performance averaging at 94%.

Customer Experience

Key Takeaway

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