
CLIENT SUCCESS STORY

When productivity counts

How CSS Corp enabled its long-standing partner to cut operational costs with an offshore workforce management team that ensures the 
right numbers of agents are available at all times for the right level of customer service. 

CSS Corp strengthens its decade-long partnership with a leading low-cost communications 
service provider by putting in place a competent offshore workforce management team to 
manage the customer care command center without any productivity loss during transitioning



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

A key factor in achieving customer support excellence and 
managing costs is staffing the support team appropriately. This 
means having the right number of employees, with the right skills in 
place, and at the right time. To maintain this optimal balance 
between workload and staffing, our client had established a 
customer care command center. And to cut costs further, they 
sought an outsourcing partner. The key requirement was to 
complete transition without any impact on their support systems 
spanning seven customer care center sites and five vendors.

With CSS Corp as a partner, the company has successfully 
transformed their support function to a revenue-yielding model, 
without any productivity loss.

Client Situation
As a low cost communications service provider, keeping operational 
costs low is a business imperative for the company. One area where 
the company was looking to reduce cost was its support function and 
their first step was to outsource their customer care command center. 
The command center primarily manages the intra-day staffing needs 
of the customer care enterprise while ensuring the performance is 
within set parameters and meeting SLAs, in addition to managing IVR 
messaging.

Being a communications player, support is an integral part of the 
company’s business model making it necessary to partner right. They 
needed a partner who would ensure no loss of productivity at its 
captive and outsourced call centers spread across seven sites and 
five vendors. Essentially, this meant the command center intra-day 
analysts needed to be highly skilled in terms of Real-time Monitoring 
(RTM) with a strong IT incident and problem management foundation. 
Their existing in-house team had an average analyst experience of 
more than two years and worked on a 16x7 model. The company 
sought a partner with relevant experience to ensure smooth transition 
and minimal impact on established metrics.

A decade-old partnership with CSS Corp where the command center 
regularly interacted and relied on our workforce management (WFM) 
team’s expertise and knowledge had established trust and made us a 
partner of choice.

The CSS Corp Solution
To ensure we staffed the customer care command center right, we 
adopted a two-pronged approach. First, we identified the best from 
our pool of WFM resources to meet the client’s expectation. The 
identified analysts had a minimum of two years' experience. Second, 
we conducted an online test in aptitude and WFM concepts for these 
resources. The top eight of the group were picked for another round of 
interviews with the client to gauge the candidate’s grasp of language, 
nuances and concepts of the role.

A detailed training and SOP created by the existing team of the 
command center ensured our team delivered right from the start with 
ensured no-loss in productivity. The team ensured service levels were 
met within the upper and lower limit set for the intervals of the day. 
We curtailed paid time by providing Voluntary Time Off (VTO) as 
much as possible without affecting the service levels.

We maintained agent’s occupancy at the optimal level as fixed by the 
client by training agents across location, comparing the real-time call 
arrival trend, staffing and other shrinkages effectively.

Business Outcomes
Our approach delivered three important benefits to the client:

and every end customer reaches an agent by managing time 
effectively

support function

About the Client
A leading provider of low-cost communications services 
connecting individuals through a broadband connection.


