
Experis is a global leader in IT professional resourcing, project solutions, and managed services specializing in Business 
Transformation, Enterprise Applications, Cloud and Infrastructure, Digital Workspace and Cyber Security. As digital 
transformation and acute skills shortages in tech continue unabated, Experis provides talent with the powerful combination of 
in-demand technical skills together with the soft skills that are critical for business success. 

© 2022 Experis. All Rights Reserved. 

T E C H N O L O G Y  |  S U C C E S S  S T O R Y
DIGITAL WORKSPACE 

Creating a Best-in-Class, Worldwide 
Customer Service Program 

Business Challenge 
The client, a global software company serving tens of thousands of users, 
had a vision to create a best-in-class customer service program to deliver an 
agile, adaptive, predictive, and proactive experience for small- to medium-
size business owners of its operating system. This initiative was a key 
component of the go-to-market strategy focused on user experience and 
product adoption.  

Solution 
Technical support representatives are at the front lines of customer 
experience. They must have a rich knowledge base at their fingertips and the 
right approach to customer needs. In establishing the managed service 
technical support team for the client, Experis emphasized a highly 
collaborative, “one team” mentality, and established a collaboration platform 
to provide real-time communication and coordination among the large, 
dispersed team.   

Managing the recruiting, onboarding, training, and retention of technical 
support team members globally, Experis established a team of more than 450 
people. An ongoing training team provides continuous skill development, and 
a quality team measures performance and addresses opportunities for 
improvement. A team of senior engineers works directly with the client’s 
engineering team for service escalation as well as product improvement and 
development.  

Results 
Managing schedules across multiple teams, Experis developed a scalable 
solution to support a worldwide 24/7/365 technical support operation. As the 
preferred vendor partner with this client, Experis created a solution to achieve 
the client’s vision of bringing to life a best-in-class, white-glove support 
service for business customers. 

• Experis reduced cost by managing the recruiting, onboarding, and
training process for this large team

• In quarterly business reviews, Experis consistently exceeds the
client’s customer satisfaction goals

Experis developed a scalable 
solution to support a 
worldwide 24/7/365 technical 
support operation. We 
established a team of 450+ 
people, maintaining a highly 
collaborative, “one team” 
mentality. In quarterly 
business reviews, Experis 
consistently exceeds the 
client’s customer satisfaction 
goals. 

Contact us to learn 
how Experis can help 
with your Digital 
Workspace needs. 
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