
CONSUMER TECH SUPPORT 
IN THE CONNECTED WORLD



The era of the connected product is here – from printers and 
cameras to heart monitors and thermostats, almost every 
consumer device generates data today. For the enterprise it 
opens up a plethora of opportunities and for the customer, life is 
easier. But here’s the big question – where’s the connected tech 
support for these connected products? After all, customers just 
want their problem solved quickly and with less effort for all their 
devices whether at home or at work. 

The basics, of course, don’t change – which is understanding 
consumers, resolving their queries faster, and delivering 
world-class support experiences. However, the tools to deliver 
these require a rethink. At CSS Corp, the answers manifest in a 
whole new approach to consumer tech support. Like analytics, 
for instance, which holds the power to parse through millions of 
transactions and predict issues even before they happen. Or with 
knowledge-centered support, which builds a vast and searchable 
resolution library built on product data and human interactions. 
And of course, automated support which can be as interactive as 
it can be efficient. 

Another important dimension to consider is the rise of the 
connected home. With home automation on the rise and devices 
that talk to each other, the days of support that looks at a single 
device in isolation may be well behind us. Instead, a company 
that can expand its consumer support offering beyond the 
product it makes to other products in the connected home will 
stand to delight and profit. That’s why CSS Corp has devised the 
connected home premium support model – a white-labeled 
offering that presents consumers with a one-stop support shop. 

The promise of all this is simple – seamless experiences. 
Because that’s what matters the most when support channels 
expand and consumer patience shrinks. The stakes are higher in 
the connected world where tech support experiences can go viral 
anytime, anywhere – with a tap, tweet or post



BUILDING REPUTATIONS
WITH SMART SUPPORT 
When you’re a start-up with a great product, 
everyone’s watching. And smart support is the 
difference between a desirable customer review and 
a damaging one.



A leader in home automation products.

THE CLIENT

THE SITUATION 
Starting up without any stops – that’s what the client 
wanted as they brought an innovative smart thermostat to 
the market. Supporting such a product meant quickly 
understanding not just how the product worked, but also 
the various devices it interacted with. We needed to 
anticipate a variety of issues, and gear up to troubleshoot 
across the consumer’s connected universe – through 
email, chat and voice.



During pre-launch, our team of four agents analyzed each 
support interaction to build a knowledge base of common 
customer issues. In essence, becoming connected device 
experts to train 15 new agents who came on board for the 
big launch. During this time, the email and voice support 
volumes doubled. Our analytics revealed it would be 
prudent to temporarily suspend chat as a channel for 
better coverage of email and voice. The strategy paid off 
with instant improvements in CSAT and First Call 
Resolution (FCR). Our support spanned across channels 
with a tiered model and a team that’s over 100-strong.

We exceeded the client’s CSAT targets for the first quarter 
of 2013 – with 86% for voice and 84% for email. The 
numbers only tell part of the story. We kept client costs 
low by starting small and scaling with their growth. And 
seeing how every interaction matters in a connected 
world, we created a transaction-based pricing model for 
the client. But we did not stop there – with insight from 
transactions, we mined information to help them serve 
their customers better across channels. That’s smart 
support to ensure their reputation stays sterling, and they 
stay ahead.  

OUR SOLUTION

THE OUTCOMES


