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How CSS Corp transformed daily operations for a global leader in network testing  

Making business-critical 
business as usual

First, we transformed the client’s customer service operations with a global helpdesk. Then, we transformed their IT operations with 
remote infrastructure services powered by proprietary platform InfraOps. The combined effect of these two highly scalable services: the 
client’s resources and time are freed up for strategic business initiatives, their IT infrastructure is stronger than ever, and their customer 
service has never been better.   



Servicing the world’s largest 
telecommunications enterprises isn’t easy 
— and they form a large majority of our 
client’s customer base. These enterprises 
require their networks, datacenters and 
applications to be robust and 
always-available. Their business depends 
on it. And our client’s products help them 
drive the performance of such 
business-critical systems. Which is why 
they need comprehensive 24/7 product 
support services, and an IT infrastructure 
that is as watertight as it gets. CSS Corp 
makes both desirables a reality with its 
customer support helpdesk and remote 
infrastructure management services.

A provider of test systems and service 
verification platforms for wireless and wired 
infrastructures and services, with operations 
in around 30 countries.

Client Situation
The client needed an adaptable helpdesk offering to service their customers. Their current 
vendor was not able to scale up to the demands of their business. With a global delivery 
network and strong credentials in technology support across multiple client engagements, 
CSS Corp was engaged to create the service ecosystem the client needed. Based on CSS 
Corp’s stellar performance in turning around their helpdesk operations, the client decided to 
outsource their network management as well.

Business Outcomes
Helpdesk

CSS Corp has helped the client sustain CSAT of 85% - 90% across calls and incidents, while 
bringing down the incident level from a peak of 3,400 incidents between January and April in 
2012 to 191 incidents in 2013. The same efficacy is evident in calls handled as well – from a 
peak of 660 calls during the same period to 121 calls in 2013. We have also reduced 
escalations by 30%.

Remote Infrastructure Management

From monitoring and managing a couple of servers, CSS Corp now monitors around 50 
objects for the client with a steady run rate of 10 objects per month. Impressed by the 
attention to detail and consistent level of quality they received, the client eventually wants to 
partner with us for end-to-end infrastructure management. In the words of the client, “It is this 
level of ownership that affirms our decision to go with CSS Corp as a managed provider, and 
it is this level of visibility that will provide us leverage when renewing our ISP contracts. I look 
forward to extending this service to other sites.”

CSS Corp’s flexible and reliable services have transformed the client’s daily operations to a 
state of being where they are empowered to focus on their core competencies and deliver 
more impactful solutions to their customers.

The CSS Corp Solution
Approach

Helpdesk — We assembled a team of experts who would deliver a single-point global service 
through the Nimsoft Service Desk. To our service niche, we focused on becoming acutely 
aware of the needs of varied companies in the client’s customer base.

Remote infrastructure management — We built the service around CSS Corp’s proprietary 
InfraOps platform to proactively monitor and manage client offices across multiple locations 
and time zones. The InfraOps platform integrates seamlessly with existing tools, giving the 
client the ability to build on their existing IT investments.

Services Provided 

Helpdesk — While the Nimsoft Service Desk Manager acts as a one-stop solution for all IT 
incidents, escalations and ticket closures, we upkeep high service standards through 
knowledge base management, knowledge transfer, and effective operations review 
procedures.

Remote infrastructure management — We take charge of the client’s IT operations with event, 
incident, capacity, and change management. We also handle triaging and escalation, while 
ensuring optimal performance of network infrastructure — with regular reviews and analysis 
to provide inputs for long-term fixes. We have also added greater engagement value by taking 
on vendor management with regular follow-ups where applicable, in addition to providing 
relevant reporting and initiating process changes that improve the quality of service.
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