
The Results:

C-SAT goal of 85% was 

achieved

Process to ensure 

identification of bottom 

performers and provide 

effective feedback and 

training was put in place.

Fluctuation in scores was 

reduced making C-SAT 

more predictable and 

controllable 

The Problem

The customer faced a situation 

wherein they were missing C-SAT 

targets week on week and wanted 

to align their efforts to ensure a target 

of 85% C-SAT was met. There was a 

huge fluctuation observed in the C-

SAT scores making it difficult to 

predict the scores & controlling the 

metric.

WyzMindz Findings:

WyzMindz conducted the process 

study and found that the Q-Scores of 

the process as measured by the 

analysts showed a Negative 

correlation to the C-SAT Scores.

The operational drive to improve the 

Q-Scores was impacting the C-SAT 

Scores and vice versa.
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One of India’s largest Telecom 

Companies improves its C-Sat and 

achieves its target of 85%

Case Study

Quality Monitoring Services to improve C-SAT for a Telecom

About  the Customer

One of the India’s largest 

telecom companies that 

provides internet services to 

households. With more than a

million+ happy customers 

across the country, the 

customer is a renowned triple 

play services provider.

WyzMindz Solution:

The Q-Form was redesigned to 

measure the factors impacting 

CSAT.

Effective Feedback & Training 

Identification for the Bottom 

Performers on the New Q-Form 

ensured improved Q-Scores and 

hence improved CSAT Scores.

Results:

The CSAT Scores showed a major 

improvement once the floor was 

calibrated to the new form. The 

customer was able to achieve 

their target of 85%.

The fluctuation in the scores was 

reduced making the C-SAT Scores 

more predictable and 

controllable.

Improvement in Q-Scores 

effectively meant an 

improvement in the C-SAT Scores. 
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