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The re-engineered process led to reduction in 

operational costs, since our qualification strategy 

directly improved call deflection rates. Overall 

program conversion rates exceeded the client’s 

goal at 16% YOY.

Revenue contributed per call increased 

substantially and sustainably from the earlier 

$1.49, with the highest reaching $2.39 in a 

particular month!

The out-of-warranty and remote assistance 

options were rolled out across all support regions, 

further boosting revenues.

Design Process Insight Technology
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This client wished to optimize its processes to reduce 

service costs and create new revenue streams.

To reduce operational costs, the client was also 

seeking to consolidate overall volumes that made call 

management easier at one level, and helped the service 

teams to handle service requests conclusively for 

customers to reduce their need to call.

The client wanted to reduce avoidable customer call 

volumes by implementing a call deflection initiative. This 

included moving from toll-free to tolled-line support and 

finding ways to make more relevant offers to customers 

when on the phone.
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We deployed our SUPPORTrix solution that helped 

consolidate the client’s call volumes to drive better 

conversion rates. Advisors now simply qualify a customer 

and offer a service. 

Based on response received, the advisors then transfer 

customers to highly-skilled SUPPORTrix engineers 

to handle the charging process, troubleshooting and 

issue resolution. 

To simultaneously reduce service costs and generate 

renewed revenues, we established an out-of-warranty 

option to target a new revenue stream. We also expanded 

the paid service options.

To extend warranty opportunities, we implemented a 

remote assistance option.

Concentrix Solutions

SUPPORTrixTM Solution  |  Contact Optimization  |  Call Deflection & Reduction

Call volumes consolidated and paid service options expanded across all support regions

Reducing Support Costs & Generating 
Revenue for Home & Business Networking Client
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