
Summary
DBSL created a customized 24/7 IT help desk outsourcing platform 

for a global digital media company struggling with inefficient 

processes and high support ticket volume. The solution included a 

new ticketing system, knowledge base, and 24/7 support, with 

regular reporting for improvement. The media company saw a 70% 

reduction in ticket volume, 30% increase in first contact resolution, 

and 95% customer satisfaction, improving overall business 

performance and scalability.
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95% customer satisfaction

30% increase in first contact 
resolution

70% reduction in ticket volume

Company Overview

Powered By

Support for Cloud based Signage 
Solutions platform .

Challenges

 High volume of tickets for Level 2 engineers

 Inadequate documentation and training for Level 1 

staff.

 High turnover, lack of talent for IT help desk outsourcing

 Long resolution times, poor service levels to end 

customer.
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About DBSL
DBSL's Smart Teams Accelerator streamlines your 
workload, optimizes your time and enhances your 
customer service, while you focus on business 
growth. Outsource customer service, ecommerce 
support, and back-office tasks like payroll, data entry 
and finance to us. Schedule an unconditional demo 
today and discover how we can support your 
business's journey.


Solution Results

Simplified global 24x7 support

Seamless extension to the team 
for IT support

Cost reduction and scalability

Improved service and FTR (first 
time resolution) ratings

Objectives

Improve operational 
flexibility and agility

Cost reduction and 
scalability

Implement 24x7 
support

Improve FTR with 
proper L1 support

http://www.dbsl-online.co.uk/smartteamsaccelerator

