
CSS Corp powers operations of a national postal service 
with analytics-driven customer support 
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Service lettered to perfection

Increasing operational efficiency. Reducing cost. Improving customer satisfaction. These were three broad mandates for the client, 
a national postal service in Southeast Asia. CSS Corp delivered all three, by putting in place intuitive technology applications and an 
expert customer support team – with analytics at the core. Today, CSS Corp accurately forecasts spikes in call volumes to optimize 
staffing and provides real-time visibility into service levels. So more than 5 million citizens can rely on their postal service to deliver 
their promises – at every doorstep, within the country and across the globe.
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Despite a long and storied presence, 
most national postal services are 
operating in a challenging environment. 
They must transform their operations to 
address greater customer expectations 
and competition from newer independent 
logistics providers. Key to this 
operational transformation is improved 
customer service, which holds potential 
to regain lost market share by making the 
postal service more customer-centric. 
Another desirable is achieving this by 
outsourcing customer service processes, 
which provides much-needed focus on 
the core business model. Against this 
backdrop of imperatives is where CSS 
Corp began its engagement with a 
national postal service in Southeast Asia.
 

Processing a huge volume of both 
domestic and international mail articles, 
the client is a national postal service 
providing regular mail, speed post, and 
parcel delivery services.

Client Situation
Initially, the client relied on in-house customer service staff to take care of all customer interactions. 
As their business grew – domestically and internationally – the client sought a partner, to whom they 
could outsource their customer support management and monitoring tasks. Holding the promise of 
seamless transition followed by streamlined operations, CSS Corp would enable the client to concentrate 
their efforts on sculpting new revenue streams and profitable business models.  

The CSS Corp Solution
Approach

CSS Corp was engaged to manage two levels of relationship for the client. One, strategic partnering and 
contract management. Two, day-to-day operations management of the client’s services. To effectively 
deliver both, we put in place a strategy consisting of two key elements:

Global delivery — We leveraged best practices from our various engagements to provide a high-quality, 
cost-competitive delivery model for the client based out of the Philippines. In addition, we quelled the 
impact of any possible local incidents on business continuity with a back-up site in India.

Analytics — Our objective was to provide valuable business intelligence to improve the client’s 
processes through customer service analytics. To this end, we developed and used in-house tools, 
trackers, and applications to manage customer follow-up, communication of process updates, agent 
feedback, and to effectively track all operational metrics. We closely monitored the call volume and types 
of calls received, analyzed trends, and developed reliable forecasts to optimize staffing. We also designed 
and implemented a tool that enabled the client to view service levels in real time.

Services provided

CSS Corp has not only created standard operating procedures for all processes, we also work closely with 
the client’s departments to ensure that all escalations are handled as quickly as possible. Key success 
factors in this engagement include:

Effective case management — We developed and used a case tracker to monitor and keep track of 
customer information, pending cases, escalations, and process updates. We were also able to readily 
generate operational reports using the case tracker. We used the case tracker to ensure that customers 
were called back within the promised time. The tracker also helped us follow-up on response times for 
email contacts.

Business-level intelligence — The data captured in case tracker was used to provide timely insights to 
the client. For example, if there was a significant increase in the number of calls from customers in a 
particular postal code, we were able to promptly identify this and notify the client of the observed trends.

Consistent performance from customer support agents — To enable up-to-the-minute knowledge of 
process updates and real-time issues, we introduced a process of agent sign-off for all updates. Our 
in-house quality assurance (QA) portal helps agents review their quality scores and improve client 
interactions. We helped the client set up a mechanism to generate customer surveys and track customer 
satisfaction (CSAT) scores. We also analyzed the cases of every CSAT failure, and categorized the points 
of failure to help the client identify areas of improvement in their processes.

Optimized staffing — To achieve this, we analyzed the trends in call flow on an ongoing basis and 
developed reliable forecasts to scale staffing up or down, as needed.

Business Outcomes
The analytics-driven customer support model from CSS Corp started paying off almost immediately. 
With quick improvements, we have delivered a quantum leap in service levels from 30% to 81%. 
Average speed of answer (ASA) has improved because of accurate forecasting of call flow, and 
abandonment percentage has reduced to 2.11%, maintaining the threshold under 5% consistently.

The client has appreciated our ability to efficiently predict and handle increased call flow during peak 
seasons. By providing insight into customer needs using analytics tools, and by empowering skilled 
agents to conduct timely interactions, CSS Corp has reduced cost of operations while improving both 
service levels and customer satisfaction. The best part: for each successful service resolution, there is a 
happier customer at hand who spreads the good word that their national postal service is in fact alive and 
kicking. The result: more believers in the client’s capabilities, and a sustainable competitive advantage.

About the Client

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


