
THE PROBLEM
During this recent pandemic, millions have relied 
on cable and wireless providers to keep them 
connected. But when customers required in-home 
technical support for those key services, social 
distancing conditions changed the dynamics in 
which providers and subscribers needed to interact.

A regional cable, broadband and wireless operator 
needed to support customers with on-premises 
issues while minimizing social contact. The company 
needed to keep customer and employee safety its 
top priority while also delivering critical service 
and support, and they needed a solution fast. The 
company worked with CSG to find a solution that 
allowed for virtual support.

THE SOLUTION
CSG Visual Connect is a SaaS solution that lets 
customers share video and images, creating a real-
time virtual interaction. Technicians and CSRs now 
have a virtual mechanism to see what customers 
see, diagnose issues and visually show customers 
how to fix them.

By expanding the remote capabilities of service 
providers, CSG Visual Connect streamlines 
troubleshooting sessions with customers and 
eliminates on-premises interactions, creating an 
enhanced customer experience while increasing 
operational efficiency.

THE RESULTS
Leveraging CSG’s cloud-first technology in Amazon 
Web Services allowed the Visual Connect solution 
to be configured and implemented within days. 
The cable operator launched the solution with 
approximately 150 service technicians assisting 
customers remotely from their tablets.

Within weeks, the company expanded the 
deployment of the solution to over 500 users. The 
company is further expanding this virtual support 
model within their call center expecting over 800 
users to be using Visual Connect. CSG provided 
training and guidance through the initial rollout, with 
daily calls that monitored checkpoints and ensured 
the solution was running smoothly.

Following this health crisis, the Visual Connect 
solution will ensure the cable operator can deliver 
an enhanced customer experience, increase first 
call resolutions and eliminate non-essential truck 
rolls.
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