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Improving customer experience through seamless remote infrastructure management
for a leading education software developer

E-learning, interruption-free

Supporting online learning systems for thousands of customers in more than 60 countries across the globe, the client’s IT infrastructure 
is as business-critical as it gets. With an internal IT team that couldn’t scale to the needs of a constantly growing business, the client 
partnered with CSS Corp to monitor and manage its datacenters. From taking over with a smooth transition to effecting seamless 
operations, CSS Corp created the right mix of process automation, subject matter experts, and tiered service delivery to deliver strong 
business outcomes. Like managing more than 2,000 datacenters and 1,000 customers with 99.97% uptime — that’s interruption-free 
service for gap-free learning.



When a company depends on its 
infrastructure to deliver services like web 
hosting and online learning, they need a 
partner who can understand their diverse 
technology landscape and an equally 
diverse customer base. This understanding 
is critical to create a remote infrastructure 
management solution that delivers fail-safe 
operations at all times. So availability of 
service is never compromised, and 
customers always get the experience 
they want.

About the Client
A leading developer of education software, in 
particular learning management systems, the 
company provides services to customers that 
include education providers, corporations, 
and government organizations.

Client Situation
The client’s business growth saw an exponential increase in the transactional volumes of 
their applications. To handle this growth, the client went through three technology transitions 
— from traditional servers in 2005 to a virtualized model in 2010 and finally to 
a VMWare platform. The result was the creation of a complex technology ecosystem that 
catered to thousands of customers, and this was an ecosystem that the client’s internal IT 
team couldn’t completely manage. In CSS Corp, the client found a technology service 
partner who could fill this gap. Having demonstrated considerable expertise in remote 
monitoring, and managing servers and applications across various large IT landscapes, 
CSS Corp was engaged to provide services for database management, remote storage, and 
network management.

The CSS Corp Solution
Approach

To enable smooth transition from the client’s internal IT team, the key focus for CSS Corp 
was optimizing the client’s IT infrastructure operations. Our optimization strategy included 
ramping up the team, adopting ITIL-based service delivery, achieving steady-state operations 
faster, and improving technology efficiency. 

Delivering seamless service for the client’s complex IT environment required the right 
knowledge and right expertise. To this end, we created a dedicated in-house training division 
for the client’s applications. We also brought on board subject matter experts (SMEs) who 
were well-versed in the complete lifecycle of infrastructure support and cloud computing, as 
well as the client’s platforms and applications such as VMWare and 
Mass Maintenance. 

Services Provided

Tier 1 incident management support — Includes incident management and categorizing 
system-related events.

Tier 2 support — Includes other remote infrastructure management tasks such as tools 
orchestration, change management, application integration and customization, 
offshore-based helpdesk, database administration services, customer support services, 
onshore helpdesk services, and storage monitoring services.

Quality assurance — All tickets are validated through the rule book for completeness, clarity, 
and process adherence.

A highlight of the solution was process automation to fix repetitive tasks. The client had a 
large number of customers who managed authentication servers – that host client 
applications – on their own. This led to constant updates and changes that created false 
tickets. These tickets were flagged to service engineers, choking available bandwidth and 
resource allocations, while leading to utilization issues and making the response system 
more sluggish. CSS Corp solved this problem by automating these processes in a manner 
where tickets are created and notifications sent to end users automatically. This has greatly 
reduced the number of false incidents. 

Business Outcomes
CSS Corp consistently maintained the overall resolution rate above 95%, exceeding the 
target set from July 2012 to January 2013. This, coupled with CSS Corp helping meet 
customer service level agreements, has improved satisfaction levels across the board. CSS 
Corp’s capabilities have paid off. Today, we help the client handle 2,000 incidents and 
change requests per month, as well as 350 to 400 database and storage requests per month. 
CSS Corp responds to and closes 90% of the cases within the stipulated time, and enables 
the client to run successfully without any service interruptions by 99.97% — across 1,000 
customers and more than 2,000 servers. 

By ensuring that the client’s infrastructure stays reliable and available, we enable a great 
e-learning experience that is the first and last thing on customers’ minds when they think 
about the client. That’s equity one just can’t buy, it’s something that is built constantly with 
robust operations — resolution after resolution, datacenter after datacenter.
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