
It’s called ‘Longevity of Resolution’. 
It’s our secret to keeping customers happy and service costs low.

Business Challenge

Faster adoption of modern technology by 
everyday customers, while great for 

business, needs very high levels of tech 
support and service. A good support 
partner can help avoid the pitfalls in 

customer experience, satisfaction and 
loyalty, and significantly impact costs.

Our Solution

Approach: 

Our team understood the importance of First Call Resolution (FCR) 
and Issue Resolution (IR) in improving customer satisfaction and 

lowering cost.
We identified the top reasons for customer callbacksafter analysing 
every metric and every scrap of data, structured and unstructured, to 

discover newer insights and correlations.
Execution: 

Based on the findings, we trained the technical 
support engineers (TSE) on the top reasons for 
repeat calls, and on ways to address them. The 

training included tips on educating customers on 
using the self-help facility, and we also simplified 
the troubleshooting tree for the top issues in the 

knowledge base.

To ensure higher receptivity in the team, we 
conducted awareness campaigns through floor 
sweeps and ‘road shows’ on the floor. And held 

Daily Huddle sessions to emphasize the importance 
of longevity of resolution.

About Client
A US based global leader in home and office 

networking products

Employee Engagement is a crucial component of Customer Experience. So, as part of 
Rewards and Recognition programs, incentives were given to teams that showed lower 
callbacksfor the same issues within 30 days.

Business Outcomes: 

Increase in issue resolution during the first contact itself drastically 
reduced repeat calls for the same issue within 30 days –from 35.25% in 
January 2013 to 10.08% in April 2013, a reduction by 25.17%.

First Call Resolution

Improved customer satisfaction. As a result of reduction in repeat 
calls, there was a significant improvement in customer 
satisfaction, evident from a sustained CSAT performance 
averaging at 92.44%.

Customer Experience

Reduction in the repeat call volume also reduced the 
manpower requirement, helping deliver % savings in 
support cost.

Cost Savings

Key Takeaway

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

China l Costa Rica l India l Mauritius l Philippines l Poland l Singapore l UK l USA
www.csscorp.com

Case Study #48

“Let’s face it. Customers are not dying to speak to tech support agents. They call when a problem needs to 
be sorted out. And when CSS Corp takes up the responsibility of tech and CX Support, 

it may mean fewer calls for their agents, but for us it means lower costs, and increased customer loyalty.”  

- Customer


