
American Telecom
Case Study

Our client is an American telecom provider with a large regional footprint. Their product 
o
strategy entering 2020 centered around an aggressive pricing model that relies on adding
subscriptions to meet profit targets. Critically, operations costs must remain low as the

As this strategy rolled out, the firm was already working with an outsourcing vendor for 
customer care, but the results were not in line with the telecom provider’s goals. Customers 
weren’t happy with these interactions, and costs were out of line with expectations. 
Managers contracted OutPLEX to launch customer service operations in June of 2020 to get 
a fresh start.

The Challenge

“

”

Ge
queue with automation allowed 

agents to focus one more 
challeging inquiries, and it showed 

inmediate results.



Our team knew from the start that automation and nearshoring 

presences in the Dominican Republic and Colombia, OutPLEX has 
access to highly talented, multilingual agents in convenient time 
zones for our client firm’s customers. In order for automation to pay 

regimen to make sure agents were performing at their best.

Callers’ overall satisfaction had been an issue with previous 
vendors, so OutPLEX managers started daily detractor analysis to 

experience in white-glove customer service, the team 
implemented weekly training sessions coupled with an immediate 
coaching to help agents improve every day.

the top of their game, by August it was time to bring in the bots. 

WhatsApp, web messaging, Apple Business Chat, and Google 

agents to focus on more challenging inquiries, and it showed 
immediate results.

The Solution



�.outplex.comsuccess@outplex.com+1.866.531.5773

Contact our team today to discuss the results we can generate for your business!


