
How CSS Corp delivers ‘wow’ experiences and a consistently
high Net Promoter Score (NPS) for a global networking devices leader  
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From customers to evangelists

When the client wanted to improve their NPS, they turned to CSS Corp – their long-term technical support partner. With a carefully 
crafted mix of analysis, statistics, and emphasis on customer experience, CSS Corp has consistently achieved or exceeded the client’s 
NPS target of 56.89% — peaking at an NPS of 81.37%. The effect of this high NPS has cascaded through to catalyze outcomes in 
customer satisfaction, brand image, and growth of revenues.
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Increasingly, marketers and the C-suite are 
embracing and tracking their Net Promoter 
Score (NPS), a well-known measure of 
customer loyalty. This metric aims to 
simplify the process of improving business 
by promoting products through customers. 
Thus, a high NPS score leads to better 
customer loyalty and lower advertising 
cost. Measuring NPS may be chalked up as 
a science, but improving it is a fine art. 
It requires companies to look beyond 
product prowess and concentrate on 
service experience – a ‘make or break’ area 
for brand reputation and NPS. When you’re 
in the technology products business, who 
better to analyze customer sentiment and 
service than your technical support partner?

A leading global manufacturer of computer 
networking equipment and other computer 
hardware for home and business use.

About the Client

Client Situation
The client shares a business relationship with CSS Corp that is marked by 10 years of 
continuous service excellence. We handle a wide range of tier 1 technical support,
premium / paid technical support, and small and medium business (SMB) technical 
support processes for the client across their product portfolio, and have over the years 
delivered very high customer satisfaction scores. When the client decided that their NPS 
would be their focus metric to drive engagement, loyalty and sales, CSS Corp was perfectly 
poised to deliver differentiated service to boost their score. Operating in a highly competitive 
marketplace, the client wished to set an NPS target of 56.89% to ensure they maintain or 
improve their rank among the top brands both within and outside their segment.

The CSS Corp Solution
Approach

To help the client increase their NPS, CSS Corp used a systematic methodology that unified 
the tangibles and intangibles of technical support by focusing on three areas:

Analysis — We reviewed thousands of records of the client’s customer comments and 
customer survey data acquired by partnering with the client through the years. This helped 
identify key parameters that could improve the client’s NPS.

Statistics — We used statistical methods to analyze the correlation of NPS to various 
operational metrics and found that it has a strong positive correlation to customer 
satisfaction (CSAT) and issue resolution (IR).

Experience — In order to improve customer loyalty, our technical support agents should be 
able to not just satisfy customer expectations, but exceed them, leading to a ‘wow’ 
experience during interactions.

Services Provided

A fivefold mantra was put to work — The mantra was geared toward improving customer 
satisfaction and building brand loyalty through stellar services and support.

Be thorough — Train technical support agents to create awareness of NPS and brand 
loyalty by deploying techniques that delight customers; and by helping agents demonstrate 
expertise on our client’s products, its features and benefits.

Be proactive — Empower technical support agents to promote various client products 
based on customer needs. For example, if customers indicate they are interested in gaming, 
agents can proactively inform them that the products they have purchased will support the 
quality of service required for the latest gaming devices in the market.

Be brand ambassadors — Build skill sets that create delightful customer experiences.

Be inspirational — Make customers feel confident about using the client’s products by 
educating them about the key features and self-help options, their by enabling customers to 
explore product features on their own. This reduces calls to contact centers and creates 
‘troubleshooters’ who can also help fellow customers.

Be sharp — Provide refresher training to technical support agents on top call drivers and 
common problems to enhance their product and process knowledge, thus improving first 
call resolution (FCR) and issue resolution (IR).

Business Outcomes
With the right people, the right approach and the right processes, CSS Corp has consistently 
achieved or exceeded the client’s NPS target of 56.89% — peaking at 81.37%. The steps 
taken to improve NPS have also borne fruit in other areas — with a sustained CSAT average 
of 96.46%.

By successfully implementing this project, CSS Corp has not only set new NPS 
benchmarks, but also converted each technical support agent into a brand ambassador,
and a large portion of the client’s customer base into brand evangelists.

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


