
DEVISING MULTI-DEVICE
SUPPORT NIRVANA
When you have the expertise to support every device 
in the connected home, why stop at one? Here’s how 
a premium/paid support model took off.



A global networking devices leader.

THE CLIENT

THE SITUATION 
The client was expanding their consumer support offering 
to a value-added service that would cover ‘out-of-scope’ 
and ‘out-of-warranty’ products. But CSS Corp saw the 
opportunity for something bigger – one that would go 
beyond the client’s product to support other third-party 
products as well as under the client’s support offering.



Working closely with the client, we devised two offerings 
that would provide 6- and 12-month unlimited support for 
any home technology. The consumer would have just one 
toll-free number to call, and that number would be our 
client’s. Answering the call would be the CSS Corp team – 
with agents who are trained to provide tech support for 
any home technology from any brand. This multi-faceted 
team works simultaneously on onboarding consumers to 
the premium model, troubleshooting consumer issues, 
and cross-selling the client’s products and services.

40% conversion to the new support model is a number 
that speaks volumes for the client’s top line. And if there 
was any doubt about consumers embracing this model, 
here’s another number – a CSAT score peaking at 97.4%. 
Beyond numbers, CSS Corp has carved out a new 
revenue stream for the client’s business. And by rolling 
out premium support for any home technology, the client 
is a pioneer in supporting the connected home and scores 
over its competitors. What’s more with the intelligence 
gathered from our experience of working with all the 
products in smart homes, we are able to provide 
pre-emptive support to all the possible connectivity or 
product issues that can occur in the smart automated 
home. As for consumers, they get what they never 
thought possible – multi-device support nirvana.

OUR SOLUTION

THE OUTCOMES


