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SUMMARY/KEY TAKEAWAY

As part of the ISG Provider Lens™ Contact Center - Customer Experience study conducted in 2020, CSS Corp
briefed the ISG team about its contact center services and broad capabilities, including a host of technological
solutions to support clients’ contact centers. ISG was briefed by Siddharth Victor, senior vice president - sales
and solutions for customer experience management and enterprise support services, and Vivian Gomes, senior
vice president and head - marketing and inside sales. Despite CSS Corp. competing in a highly dominated
space and among conglomerates with a vast scale of operations, the company has carved a niche for itself and
brings truly differentiated offerings to enterprises. It has demonstrated a successful usage of technologies such
as artificial intelligence (Al) and analytics services to redefine the customer experience. This transformation is
backed with highly tangible outcomes that make the company a digital disruptor in the contact center market.
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BRIEFING NOTE/PERSPECTIVE

CSS Corp's recent accomplishment as one of the
most awarded mid-size services companies and its
leadership status in the recently released ISG Provider
Lens™ Contact Center - Customer Experience Al
and analytics quadrant mark the company's ability
to significantly enhance the customer experience
journey for clients. It reported strong growth in 2020
and considerably expanded its employee base to
more than 8,500 employees, serving over 125 clients
through around 19 delivery centers spread across
globally. The company offers a wide array of contact
center services, including nearly 20 percent outbound
services, serving clients in about 25 languages. As a
reasonably established player in this industry, CSS
Corp. offers a healthy mix of shoring to its clients.
With significant revenues derived from the U.S., it has
over 1,300 onshore employees and is continuing to
add delivery centers to grow its presence.

CSS Corp has developed a highly differentiated
approach to serve its clients. Its ability to leverage Al
and analytics to create a differentiated experience has
made it a leader in our recently released report. The
company has designed solutions and an approach to
create the “Next Best eXperience” (NBX) by bringing
in the right ingredients of customer success such as
operational excellence and technology-led solutions
that deliver measurable outcomes such as customer
satisfaction (CSAT), net promoter score (NPS) and
customer effort scores. All these metrics and solutions
are crafted to align with customers’ long-term
objectives such as customer lifetime value, retention,
loyalty and efficiency scores. CSS Corp’s customer
experience orchestration is designed to bring the
front office and back office together to create a
seamless experience. By enabling multiple channels
of communication, it offers voice to augmented
reality (AR) to serve customers.
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Agents are a critical part of any contact center and
CSS Corp's OpsMAX is designed to enable operational
excellence. With a growing importance around
empathetic and personalized communication,
OpsMAX leverages technology to bring efficient and
effective processes around training, gamification,
hiringand performance management. Thisframework
also defines agent personas based on competencies,
proficiency levels and cultural alignment to deliver a
superior customer experience. Whether it is learning,
hiring or managing, CSS Corp leverages Al extensively
to drive its agent programs.

To help customers achieve their transformation goals
of enhancing the customer experience, CSS Corp’s
Customer Experience Transformation Platform
provides a unified platform that brings operational
efficiencies, technology, end-user experience and
process engineering to reduce human effort and
optimize costs. As part the Customer Experience
Transformation Platform, the company has identified
critical customer experience KPIs and defined
Al use cases across these metrics to accelerate
transformation. Itleverages Al and analytics, including
sentiment analysis, speech analytics, image analytics
and other solutions such as Agent 360 Degree
Dashboard and automation, to improve customer
satisfaction, sales, resolution time and customer
retention. By leveraging its domain expertise and the
Customer Experience Transformation Platform to
design solutions for clients, CSS Corp has delivered
several tangible outcomes such as a 95 percent case
resolution rate, 30 percent productivity improvement,
and 74 percent faster decision making.

As part of the briefing, CSS Corp showcased several
case studies that were transformative in nature
and demonstrated its ability to leverage technology
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CSS Corp’s Customer Experience Transformation Platform
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to transform several functions, create seamless
interactions, execute touchless processes, and
achieve higher productivity gains and superior
customer experiences. The company has an
established partner ecosystem that is a key enabler
of its customer experience solutions.

One of the key differentiators for CSS Corp in addition
to its ability to leverage Al proactively for transforming
the customer experience is its highly differentiated
pricing models. Most of its client contracts are
constructed on outcome-based or vested models
that are aligned more with business outcomes. Its
ability to align with customer goals and objectives
coupled with the outcome-based pricing model sets
the company apart and exemplifies its status as a
strategic partner for clients.

To enable digital transformation for its clients, CSS
Corp is continuing to invest in strengthening its
portfolio and technological capability. The company
has three innovation centers of excellence (CoEs) in
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Chennai, Bangalore and Hyderabad. With nearly 8
percent of its revenue invested in R&D, these centers
of innovation act as incubators to transform ideas
into solutions. CSS Corp highly leverages analytics
to empower agents with insights and information,
enabling them to deliver contextual, empathetic
and personalized conversations. It has more than
100 dedicated analytics experts with a strong
understanding of the importance of analytics and are
on a journey of continuous innovation.

Automation is a key focus area for CSS Corp. With
extensive implementations across clientele and an
expertiseinstreamlining processesandbringingabout
efficiencies, the company has deployed more than
30 bots that help customers and employees. It has a
global consulting team of more than 60 practitioners
and experts, bringing together technology and two
decades of domain expertise to design solutions. Its
growing capability and continued investments are a
mark of the company’s strong vision to enhance the
customer experience.
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NET IMPACT/GUIDANCE

Inahighly crowded and competitive market, sustaining
competition is often a challenge for many companies.
As one of the most recognized mid-size players, CSS
Corp has been successful in defining a target market
for itself and creating a differentiator that makes it
stand out in this space and survive competition.
Its ability to take risks and adopt a technology-first
approach by leveraging Al and analytics extensively
to enhance the customer experience and drive agility
makes it a leader in the recently released ISG Provider
Lens™ Contact Center - Customer Experience Al and
analytics quadrant.

The buyers’ needs and requirements are changing
rapidly, especially after the COVID-19 outbreak. As
more enterprises turn towards technology and look
for strategic partners that can help them in their
customer experience transformation journey, CSS
Corp has successful showcased several case studies
of transforming the customer experience with highly
measurable outcomes that make it more of a strategic
partner.

The contact center spaceis also largely driven by scale.
However, with technology gaining more importance,
CSS Corp's technology-first approach will help the
company to compete in this space. To maintain
growth in the rapidly evolving technology landscape,
it is important for the company to continue investing
in partnerships, technology and innovation. It should
consider creating its own proprietary solutions that
becomes a compelling factor for client engagements.
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ISG PLACEMENTS AND SUMMARY FACTS
RECOGNITION

= ISG Provider Lens positioning: CSS Corp is = CSS Corp is headquartered in Milpitas, California
recognized as a Leader in the following reports
for 2020: = The company’s 2020 revenue was US$160 million

with more than 8,500 employees.
o Contact Center Global - Al & Analytics quadrant
= CSS Corp provides customer experience services,

o Digital Workplace U.S. - Managed Workplace automation, analytics, infrastructure services,
and Mobility Services - Midmarket quadrant engineering and testing services.

= |t competes against both Western and India-
heritage IT services firms, BPO providers and
systems integrators.
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ISG (Information Services Group) (Nasdaq: ) is a leading global technology research and advisory firm. A trusted
business partner to more than 700 clients, including more than 75 of world's top 100 enterprises, ISG is committed to
helping corporations, public sector organizations, and service and technology providers achieve operational excellence
and faster growth. The firm specializes in digital transformation services, including automation, cloud and data
analytics; sourcing advisory; managed governance and risk services; network carrier services; strategy and operations
design; change management; market intelligence and technology research and analysis. Founded in 2006, and based
in Stamford, Conn., ISG employs more than 1,300 digital-ready professionals operating in more than 20 countries—a
global team known for its innovative thinking, market influence, deep industry and technology expertise, and world-
class research and analytical capabilities based on the industry’'s most comprehensive marketplace data. For more
information, visit www.isg-one.com.
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