
How CSS Corp transformed customer support for a network equipment leader to
improve the quality of customer experience and customer satisfaction

Driving ‘longevity of call resolution’

In our quest to continually provide value-added services to our clients, we perform and provide business intelligence (BI) on support 
processes that we manage for our clients. This BI helped our client set a new benchmark for what we call the ‘longevity of resolution’ 
– a metric for the volume of repeat callers calling for the same issue within 30 days of their first call. By improving the longevity of 
resolution, we ensured stronger customer loyalty and reduced support cost – desirable outcomes for companies in competitive 
industries like network equipment.
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Keeping customer service costs low 
while delighting customers is easier said 
than done. It takes new ideas and 
innovative approaches. CSS Corp takes 
pride in constantly adding value to client 
processes that they manage. An example 
is our engagement with a networking 
equipment leader. Having built a strong 
relationship over a period of ten years, 
we understood the client’s business, 
their imperatives and opportunities. We 
leveraged this understanding to devise a 
solution that not just resolves the 
customer's issues during the first call, 
but resolves them in a way that repeat 
calling for the same issue is reduced. By 
improving the ‘longevity of resolution’, 
we reduced the cost of operations while 
driving customer satisfaction. 

About the Client
A global provider of computer networking 
products and other computer hardware for 
home and business use.

Client Situation
To keep customer service costs low while keeping customer satisfaction high, the client mandated 
CSS Corp to:

 Improve customer net promoter scores

 Improve customer satisfaction (CSAT)

 Lower the call volume and therefore support cost 

The CSS Corp Solution
Our approach
Identify – Our team understood the importance of first call resolution (FCR) and issue resolution 
(IR) in improving customer satisfaction and lowering cost. We therefore decided to focus on 
improving these two metrics. 

Analyze – We conducted a detailed analysis to identify the top reasons for customer callbacks and 
check the correlation and regression for the metrics. We also analyzed the CSAT, FCR, IR scores and 
customer comments in the customer survey data. 

Execute – Based on the analysis, we trained the technical support engineers (TSE) on the top 
reasons for repeat calls. The training included tips on educating customers on using self-help. 
Further, we simplified the troubleshooting tree for the top issues in the knowledge base and included 
new scenarios in the training curriculum. To ensure higher receptivity in the team, we conducted:

 Awareness campaigns through floor sweeps and ‘road shows’ on the floor

 Daily huddle sessions to emphasize the importance of longevity of resolution

 Rewards and recognition programs where incentives were given to teams that showed lower  
 callbacks for the same issues within 30 days

 Daily audits to ensure compliance with the new set processes and additional call monitoring to  
 understand TSE’s skills on educating customers

We maintained and reviewed a tracker on a daily basis to track the team’s performance. 

Business Outcomes
The new and improved approach used to resolve customer issues at the first point of contact 
produced clear results:

Reduced occurrence of repeat calls for the same issue: Enhanced customer support and an 
increase in resolution during the first contact itself drastically reduced repeat calls for the same issue 
within 30 days – from 35.25% in January 2013 to 10.08% in April 2013, a reduction by 25.17%. 

Improved customer satisfaction: As a result of reduction in repeat calls, there was a significant 
improvement in customer satisfaction, evident from a sustained CSAT performance averaging at 
92.44%. 

Cost savings: Reduction in the repeat call volume also reduced the manpower requirement, helping 
deliver savings in support cost.

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


