
CLIENT SUCCESS STORY

A leading technology services company tastes success in their very first attempt 
at outsourcing/partnering with CSS Corp as their sole support partner

Succeeding 
with the right partner

When a leading technology services company decided to embark on an outsourcing journey, their first partner of choice was CSS Corp. Our 
demonstrated and validated track record of sustainable performance, cost benefits, transparent processes across services, and multi-geography 
support capabilities appealed to the company. Today, we are their sole support partner.



The success of any outsourcing engagement 
depends on working with the right partners to 
realize the benefits that outsourcing engagements 
promise. Some elements to look for in a partner are 
proven capabilities, stable workforce, quality, 
reliability and flexibility, although the decision must 
be based on the enterprise-specific needs. And 
yes, it certainly helps if the partner has had clients 
with similar challenges within or outside your 
industry vertical.
At CSS Corp, our vision is 100% referenceable 
customers and we are definitely succeeding in our 
mission as in the case of this large North American 
technology support company, which came to us 
through a reference. We are today their sole 
support partner catering to all their L1 needs.  

Client Situation
The company had an in-house technical support team to cater to their customer’s tech support 
needs. But with the growing understanding of the payoffs of outsourcing, the company decided 
to outsource Customer Support. An RFP was issued, that we responded to with our expertise 
and offerings in scalable and reliable tech support solutions. A recommendation from the 
CSS Corp clientele, our proven track record, end-to-end transparent processes and our 
cost-effective services clinched the deal for us.

The CSS Corp Solution
As their first outsourcing initiative, the engagement began by understanding the ways of 
working on both sides over a two-month period. Subsequently, we deployed two teams – 
one for revenue administration to manage the cash that comes in from service contracts and 
the other for L1 support.

L1 support was split into two different teams – A call reception team that managed inbound 
calls and Service Event Management (SEM) escalations that managed all the escalations and 
exceptions on various tickets to ensure service SLAs are met for each ticket. Our 23-member 
team now handles about 400 calls and between 1500 to 2000 non-voice tasks a month.

A highlight of our solution was an internally developed Casetracker that is now a one-point 
customer data house for the company containing all customers / ticket information. With 
customized flexible processes, it provides historical reporting on customers / tickets. Any 
report, data and information is clearly tracked and contained within this system.

Business Outcomes
Our single partner support model is delivering the following benefits to the client:

100% of their L1 support needs

workforce management tools and practices help ensure optimal staffing at all times

across the entire call volume. Business intelligence and analytics is more accurate and 
meaningful

About the Client
One of the largest independent technology 
support organization in North America & 
Canada.

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


