
Driving efficiency, sales and satisfaction with multilingual service for a leading 
network equipment provider

Connecting with customers in
their language

In response to increasing demand for customer support in native languages, CSS Corp set up a dedicated language support center for 
a network equipment leader. The center today delivers support services in five European and three Asian languages. With agents 
trained in regional languages and customer support processes, the center is providing quality multilingual, multicultural customer 
experiences delivering business value in the form of improved operational efficiency, customer satisfaction (CSAT), and first call 
resolution (FCR) scores, while keeping the cost low. 
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The value of communicating with 
customers in their first language cannot 
be ignored. After all, making customers 
feel at home and communicating with 
them in their own language has the 
potential to increase the customer base 
and improve business competitiveness. 
Not surprisingly, more and more 
companies are incorporating language 
and culture in their customer support 
strategy. Our client has a strong customer 
base in Europe, Middle East, Africa, and 
Asia Pacific. The company realized the 
importance of delivering customer 
support services in multiple European 
and Asian languages. CSS Corp 
established a dedicated center to deliver 
support, helping build stronger customer 
relationships, driving efficiency, sales, 
and customer satisfaction. 

About the Client
A leading provider of network infrastructure 
equipment used to deploy and manage 
applications and services across 
IP networks.

Client Situation
With a strong customer base in the Europe, Middle East and Africa (EMEA) and the Asia Pacific 
(APAC) regions, our client provided regional language customer support by using a translation 
service or the Language Line. This however proved to be not only costly as the expense was based on 
the total call duration but also inefficient as there was a three-way communication during the call.

The in-house advanced customer care center supported some regional languages but the call was 
routed to the advanced customer care center by the primary customer care center that provided 
support only in English. This made the process inefficient and difficult for customers who could not 
speak or understand English at all. Customers therefore were increasingly relying on the web for 
support, delaying resolution, and lowering customer satisfaction levels.

The CSS Corp Solution
CSS Corp set up a dedicated language support customer care center in Poland to provide services in 
five European languages – Spanish, Russian, Arabic, French, and German and three Asian languages 
– Mandarin, Japanese, and Korean. This was in addition to support in English which enabled higher 
efficiency as the center not only catered to customers who preferred local languages but also 
customers who preferred English as the primary language, both in the EMEA and APAC regions, and 
outside. In addition, establishing a center in the region helped with understanding the culture and 
nuances of the region.

Since inception, the center has witnessed an increase in the number of calls. The center currently 
handles nearly 6,000 calls per year. This has reduced the load on the advanced customer care center, 
freeing bandwidth to handle other complex issues such as licensing, support site administration, 
CRM tool migration, and more. 

Business Outcomes
With the primary language support center set up, the customer satisfaction (CSAT) score has 
improved. Since inception, the center has maintained a CSAT of >9.0, exceeding the target of 8.8 
set by the client. In addition, the resolution time for tickets from the region has improved. More 
importantly, sales from the European region have increased as the client can now commit to provide 
support in native languages.

The language support center has also given the client a more efficient support infrastructure when 
compared to the previously used Language Line translation service as the team is trained both in 
native languages and customer care processes. Now, customers are directly routed to agents based 
on their preferred language, so every customer gets the best possible service in the language of their 
choice.

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


