
Summary
This case study examines a leading retail insurance broker 

company in the USA that successfully outsourced its help and 

support desk to DBSL Smart Teams Accelerator. By doing so, the 

company managed to reduce its total cost of ownership by 60%, 

increase its customer satisfaction (CSAT) and net promoter score 

(NPS) by 45%, and promote business growth. The key to this 

success was the utilization of the latest technology, efficient 

processes, and a well-structured team of five resources from DBSL 

Smart Teams Accelerator.
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Mean Ticket Resolution Time 
(MTTR) Reduced by 23%

CSAT and NPS Scores improved 
by 45%

Total Cost of Ownership reduced 
by 60%
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Solution

Results

MTTR Reduced by 23%

The company achieved business growth by 
improving its support operations, resulting in a 23% 
reduction in mean ticket resolution time.

Improved CSAT and NPS Scores

As a result of the enhanced service quality and 
faster response times, the company experienced a 
45% increase in its customer satisfaction (CSAT) and 
net promoter score (NPS).

Reduced Total Cost of Ownership

By outsourcing its support operations, the company 
was able to reduce its total cost of ownership by 
60%.

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.

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

