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Aiding growth for a start-up home device manufacturer with scalable,
flexible, and cost-sensitive customer support operations

Smart support for smart homes

A period of exponential growth in product sales calls for exceptional customer support. That’s just what the client got with CSS Corp. 
In just one year, we helped successfully conceptualize and implement a customer support strategy that helped the client along their 
journey from start-up to success. Right from the product’s beta testing phase to product launch to sales success, we scaled from four 
beta support specialists to 15 agents to a customer service team of 100. And it’s not just scale that we delivered — during this period, 
the client realized peak CSAT scores of 88% and 84% for voice and email support. With CSS Corp as their partner, the client can stay 
focused on making innovative products, knowing they have a reliable customer support engine that will adapt to their every need.



Conventional wisdom suggests that a 
company will rarely outsource a function as 
critical as customer service during their 
stages of inception and early growth. Many 
ascribe to a school of thought that 
outsourcing comes into play only after a 
few years, when a company’s processes are 
well-defined. However, outsourcing from 
the get-go is also equally viable, if a 
company can find the right partner. One 
who has the experience to help create a 
customer support strategy, the expertise to 
deliver a reliable support ecosystem, and 
the commitment to invest in the 
relationship and be malleable to change 
with changing business needs.

About the Client
A manufacturer of a home temperature control 
device that can learn a user’s schedule, 
program itself, and be accessed from a 
smartphone or the web.

Client Situation
When the client decided to outsource their customer support processes, CSS Corp answered the call. 
Where we stood out was capability in all areas that the client was looking for. These included 
understanding their product inside-out to tailor a relevant customer support strategy, as well as being 
flexible, scalable, and cost-sensitive to the changing needs of their startup business. While we were 
able to exhibit our flexibility to work with the client on various action items even before the engage-
ment was formalized, a meeting with CSS Corp’s operational leadership team set the stage for the 
relationship. The client came away with a sense of comfort with the knowledge and skills the team 
brought to the table. CSS Corp was clear about the fact that if the partnership were to succeed, it 
would have to be underpinned by our willingness to put our skin in the game — make the right 
investments and be fluid in delivery.

The CSS Corp Solution
Approach

CSS Corp designed the customer support solution to be scalable at every stage of the client’s 
growth. A small team of specialists would start the engagement as customer support agents. 
In addition to providing voice and email support, they would also develop content for new-hire 
training and build a knowledge base for future support staff. When the team had to be augmented, 
these agents would also serve as subject matter experts, getting the new team ready to deliver the 
same quality of service much faster. This would also enable the creation of a tiered customer support 
model in the future.

Services Provided

Pre-launch / beta testing phase — We started with four beta support specialists and one team lead to 
help support beta customers and test the product to identify and report bugs and issues. This team 
also worked on processes for call handling for pre-sales and technical support, and analyzed 
customer interactions and feedback to build a knowledge base that detailed common customer 
problems. They handled escalations when the product was launched in the market, offering the best 
possible solutions to customers, and at the same time providing the client’s product engineering 
team feedback for future product enhancements. By the end of the beta testing phase we were fully 
prepared for the next stage of product launch.

Launch phase — The team started providing pre-sales and order management support with 15 
agents (in addition to the beta team and the team lead) four weeks after the beta support team went 
live. The beta team acted as the subject matter experts for the team on go-live. The product launch 
was extremely successful and we saw chat, email, and voice volumes increase to more than twice the 
values initially predicted. We were able to quickly add head count to the team to manage the volumes 
better, and also temporarily suspended chat support for a short period to ensure better focus on voice 
and email channels. We launched comprehensive technical support two weeks after the pre-sales 
launch and added another 15 agents to the team.

Current delivery model — The team today is 100-strong, and is split into tier 1, tier 2, and tier 3 
(order management, product engineering feedback, and beta testing group) teams who provide 
support across voice and email. 

Business Outcomes
Start-up companies like our client tend to be extremely cost-conscious and need a partner that can 
help invest and grow with them. CSS Corp ensured that the client was able to start small, and at each 
stage fulfill their needs while still being economical. Further proof of our ability to provide 
cost-effective solutions is moving to a transaction-based pricing model for the client. This model 
includes rewards and penalties based on key metrics and continues the skin in the game 
commitment from CSS Corp.

The flexibility in this relationship is a result of the commitment of both entities towards finding the 
right operating synergy. While CSS Corp’s adaptability has helped the client continually mature in 
their service delivery process, they have also been extremely receptive to feedback in making 
changes to their delivery strategy. Throughout it all, CSS Corp has been able to deliver on the key 
client metrics for both voice and email support. The CSAT scores for voice transactions has been an 
average of 86% and 84% for email. This exceeded the client targets for the first quarter of 2013.

CSS Corp has laid a strong foundation for the client’s dynamically growing business, with reliable 
customer support capabilities that will enable a smoother transition to their next stage of growth.
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