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Empowering customers to help themselves
CSS Corp helps a growing global company empower its customers, partners, and employees to 
help themselves through enhanced self-help capabilities and knowledge base. 

As businesses grow, the need for stable and efficient customer support also grows significantly. Often, this comes with prohibitive 
costs. However, with detailed documentation—in the form of knowledge-base articles and tech notes—companies can encourage 
customers to help themselves, thereby saving on customer support costs. When an international networking products vendor needed 
help enhancing their self-help capabilities, they turned to CSS Corp.



In the process of enhancing the client’s 
self-help capabilities, CSS Corp’s 
knowledge engineers identified needs, 
built the necessary knowledge base and 
tech notes, and made them available in 
the public domain, after a thorough 
quality check. 

The client is a U.S.-based networking vendor 
in the business of enterprise wireless LAN 
and edge access networking equipment. Their 
core products are access points (APs), 
mobility controllers, and network 
management software through their Airwave 
Management Platform.

About the Client

Client Situation
As the company’s customer base increased quarter on quarter, the number of calls to 
the customer care center also increased by 15-20%. As new products were in the 
pipeline, the client expected the call volume to increase further. In order to retain call 
volumes at manageable levels, empower customers to help themselves, and provide 
documentation for the support teams, the client needed a self-help capabilities 
enhancement program.

CSS Corp Solution
CSS Corp began by conducting an audit of the client’s existing situation and identifying 
gaps that needed to be filled. 

Qualified teams: A dedicated team of three knowledge engineers was formed to 
identify the need for documentation in specific areas. The team also built the necessary 
documentation in the form of articles and tech notes, which were made available for all 
customers / internal stakeholders in the public domain. 

Relevant content: Based on call volume pattern for specific types of cases 
(configuration how-to), our teams developed content to meet the needs of the client.

Smooth integration: The content created was integrated into a new workflow in 
Salesforce for article management. Our engineers also worked with the product 
management team for new code / product releases to ensure adequate documentation 
was in place before the release.

Approvals: Articles were created in SFDC, which would then go through an approval 
process with the client’s L3 engineers to validate the content. CSS Corp’s team also 
ensured a uniform format and style was followed.

Business Outcomes
Reduced complaints: A reduction of 8-10% was noticed in config / how-to related 
cases over the last 12 months across different product groups.

Call volumes reduced: Product-related case volumes have been stable over the last 6 
quarters as against the 15% volume increment earlier.

Improved knowledge base: CSS Corp helped improve the knowledge base repository 
from 1400 to about 3500 articles in 18 months. As all these were prepared by 
engineers and verified by experts, the documentation was of high quality.

Improved customer service: All the agents have access to articles enabling them to 
support the customer better.

For more information, please e-mail us at info@csscorp.com


