
An efficient, ITIL compliant, round-the-clock service desk and infrastructure management for a 
global insurance firm.
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‘Rewriting’ infrastructure management 

When a global insurance and reinsurance provider needed an experienced IT infrastructure management partner, it turned to CSS Corp. Our 
experience in simplifying IT Operations for complex IT environments with a wide range of technologies made CSS Corp the ideal choice for this 
engagement.



It is known that the performance and 
availability of IT infrastructure depends on 
preemptive and proactive management. A 
highly available infrastructure translates to 
lower costs, higher employee productivity, 
and improved customer satisfaction. Our 
client was looking for a partner who had 
the expertise and experience in supporting
a wide range of technologies. It selected 
CSS Corp for its ITIL compliant, 24x7 service 
desk and infrastructure management for various
technology domains including Windows, 
Linux, VMware, Messaging, Citrix,
Network (Data & Voice), Storage and Backup.

A global underwriter of specialty property and 
casualty insurance and reinsurance products 
in the US and Europe.

About the Client

Client Situation
The company had a managed services partner for its infrastructure support. However, the 
relationship lacked streamlined IT processes, knowledge documentation, and service improvements. 
There was a need for a partner who could:

 Provide end to end support for a complex IT environment

 Improve IT availability

 Institute ITIL compliant processes

 Reduce cost of IT operations 

CSS Corp’s experience in service desk and IT Operations, ITIL trained resources, and expertise in 
all desired technologies made it the partner of choice.

The CSS Corp Solution
CSS Corp led a meticulously planned transition from the incumbent provider that included extensive
documentation and tracking of day-to-day progress. The transition for all the domains was completed 
on time and within budgets. Within three months, CSS Corp was able to independently manage the
service desk and IT infrastructure in accordance with ITIL best practice. The solution also included 
contingency plans in case of disasters. Services include:

 Onboarding / separation tasks for the company’s employees and contractors by an IT 
    provisioning team

 Managing crisis during outage situations 

 24x7 service desk and infrastructure management 

 Incident management by an incident management team that monitor status provide periodic
    updates during outages

 Infrastructure support for Windows / VMware, Messaging, Citrix, Linux, Network (Voice and Data),
    storage and backups

In addition, our team has established a major incident process and outage escalation process, as 
well as an extensive knowledge base for ready reference. The team also introduced an SLA calculator
to provide visibility into SLA reports and help focus on operational improvements.

Business Outcomes
Our dedicated team ensured:

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

24x7 Service Desk and Infrastructure Monitoring: This team was able to effectively deliver and 
exceed service levels within 6 months of the engagement.

24x7 Infrastructure Management: The Support team provides round the clock support for any IT 
infrastructure issues that may impact the business.

Data backup consolidation: Recommended consolidating the backup infrastructure which 
consisted of multiple products and subsequently migrated backup infrastructure to a single platform.

ITIL compliance: Instituted and maintain ITIL compliant IT services.

Knowledge management: Created and maintain a knowledge base which has helped improve 
service desk resolution and first level resolution of infrastructure and application incidents.

Extended support from a shared pool of Subject Matter Experts: This shared pool of resources 
has helped to analyze and drive improvements in infrastructure performance and service 
delivery.


