STUD

Streamlinin Vendoréupport and Enhancing Efficiency
in a Multi-Faceted Cellular Services Company

This case study highlights
the challenges faced by

a multi-faceted cellular
services company
operating in the United
States. The company
sought to consolidate
and streamline its vendor
support operations,
specifically targeting a 3rd
party support organization
that could handle their
diverse equipment and
support needs. In this
context, the company
chose our services based
on economic advantages
and positive reviews

from other customers.
Our Smart 3rd Party
(S3P) team played a
pivotal role in helping the
company overcome these

challenges.

SMART =11 PARTY

BETTER SERVICE. EVEN BETTER PRICE.

THE COMPANY FACED SEVERAL CHALLENGES AND PROBLEMS IN THEIR VENDOR SUPPORT
OPERATIONS, INCLUDING:

1. Vendor Consolidation: The need to consolidate vendors to optimize efficiency and
streamline operations.

2. Diverse Equipment and Support Needs: The company required support for a wide range
of equipment, which presented a challenge in finding a support organization capable of
handling this diversity effectively.

THE COMPANY CHOSE OUR SERVICES PRIMARILY DUE TO ECONOMIC ADVANTAGES AND
POSITIVE REFERRALS. THE KEY REASONS FOR SELECTING OUR COMPANY WERE:

1. Cost Savings: Our services offered a cost-effective alternative compared to competitors
while providing reliable support.

2. Positive Customer Referrals: Industry calls to other S3P customers gave the company
confidence in our ability to meet their support needs effectively.

OUR SMART 3RD PARTY TEAM SUCCESSFULLY ADDRESSED THE COMPANY’S CHALLENGES
AND PROBLEMS THROUGH THE FOLLOWING SOLUTIONS:

1. Comprehensive Support Offering: We provided the company with a comprehensive 3rd
party support package, including a single contact number for all support requests.

2. Equipment Visibility Portal: Our team developed a user-friendly portal that allowed the
company’s technicians to view their equipment coverage quickly, reducing the need for
late-night phone calls and streamlining support processes.

3. Quick Hardware Support: With our services, the company’s hardware support requests
were addressed promptly, ensuring minimal downtime and efficient operations.

4.  Monthly True-Up Meetings: Our team initiated monthly meetings with the company
to discuss outstanding tickets and operational concerns, fostering collaboration and
alignment between teams.

WHILE THE COMPANY DID NOT CURRENTLY TRACK OR PRESENT SPECIFIC KPI'S ASSOCIATED
WITH THEIR 3RD PARTY VENDORS, THEY HAVE EXPERIENCED SUCCESS WITH OUR SERVICE
IN THE FOLLOWING WAYS:

1. Improved Equipment Verification: The company’s technicians can now easily verify
equipment coverage through the S3P portal, reducing time and effort.

2. Reduced Late-Night Support Calls: The elimination of late-night phone calls for equipment
support has led to increased efficiency and better work-life balance for the company’s
field technicians.

3. Harmonized Operations: The monthly true-up meetings have ensured better collaboration
and alignment between the company’s teams and our support team, improving overall
operational efficiency.

By choosing our services, the multi-faceted cellular services company successfully addressed
its challenges related to vendor support consolidation and diverse equipment needs. Our
Smart 3rd Party team’s comprehensive support offering, user-friendly equipment visibility
portal, prompt hardware support, and monthly meetings have significantly enhanced the
company’s operational efficiency. Although the company did not track specific metrics, the
positive outcomes achieved demonstrate the value of our services in meeting their support
requirements effectively.
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