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Maximizing Value by Minimizing 

Service Interruptions

For most service providers, meeting or exceeding service level 

agreements (SLA) is an essential driver of revenue and profit. 

However, meeting expectations becomes challenging when 

managing hundreds of clients, and even more so when  applications 

are managed outside of the provider’s control.

To overcome these problems, this technology service provider 

leveraged Login Enterprise to level the playing field between their 

IT organization and clients. By continuously monitoring critical 

applications, the provider produced daily and weekly SLA reports 

highlighting the availability and performance of core applications 

critical to their joint success. 

When issues relating to degraded performance occurred, detailed 

analysis facilitated bi-directional communication that accelerated 

issue resolution and fostered a stronger business relationship. As 

a result, the provider met their client’s objectives, improving their 

bottom line and customer lifetime value.

This Information Technology Services Provider employs 30,000 employees worldwide and provides customer 

engagement, omnichannel engagement, social media, customer intelligence analytics, work-from-home, and 

back-office services to North America and Asia Pacific clients.

CASE STUDY

At a Glance

• Industry

Information Technology Services Provider

• Location

North America

• Challenge

Improve delivered services through faster 

problem resolution and SLA reporting.

• Impact

 - Measured and reported on SLAs discretely.

 - Reduced the number of service-level 

outages.

 - Expedited mean-time-to-recovery.

 - Improved business revenue and profitability.

 - Maintained higher levels of satisfaction with 

proactive insights.

Ensuring customer satisfaction while 

protecting revenue

https://www.loginvsi.com/?utm_campaign=Case%20Study%20-%20Global%20BPO%27s%20Highest%20Customer%20Satisfaction&utm_source=content_syndication&utm_medium=case_study 
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Supporting Thousands of Agents

The provider’s operations consist of thousands of customer 

service agents spanning multiple locations. Many locations 

serve clients with various lines of business, each with its unique 

data segregation requirements, application availability, and 

regulatory requirements, such as PCI and HIPAA.

The provider supports a diverse stack of applications, many of 

which are outside their IT control. For example, clients typically 

supply the provider’s agents with necessary applications, such 

as phone, live chat, email client, and ERP/CRM – anywhere 

from 10 applications to as many as 150. 

“Given the sheer size and complexity of our operations and the 

fact that we have a lean internal IT support staff, we needed a 

solution to identify system problems as early as possible and 

quickly get that information to the right support people to take 

corrective action,” explained the VP of IT and Infrastructure. 

Additionally, the provider needed to baseline SLAs with 

clients to facilitate data-driven discussions when performance 

degrades.

Proactively Monitoring Services

The provider deployed Login Enterprise to monitor their 

most critical services and applications proactively. Using 

synthetic users to simulate real-world users and workloads that 

perform real-world tasks, they now have a complete picture of 

system performance at the user experience level. They built 

over 150 workloads – one for each client’s lines of business 

[and] monitored the workloads every 10 to 15 minutes. Login 

Enterprise runs all client applications as an end-user, records 

the time required for each step, and reports on performance 

and availability.

Keeping a Step Ahead

Unlike real user monitoring (RUM), Login Enterprise’s 

synthetic users monitor performance as actual end-user 

on a standardized, uniform basis. This consistency enables 

trend analysis that predicts potential risks and acts as an 

early warning system for the end-user experience. A real user 

likely won’t detect small-scale performance changes until it 

adds up to something consequential. Then, over days and 

weeks, patterns can emerge that highlight underlying systemic 

problems which can be addressed. 

Without this view of user experience, IT administrators are left 

trying to read the tea leaves from system monitoring tools and 

machine-generated data that, in many cases, do not accurately 

reflect the user experience. In addition, any delays or outages 

trigger alerts – enabling administrators to take corrective 

action before end-users and business processes are adversely 

affected. 

Keeping ahead of potential issues eliminates large-scale 

system outages and reduces the number of helpdesk tickets 

generated.

Consistently Meeting SLAs

Login Enterprise data is summarized into an SLA report, which 

can be emailed directly from the system to the appropriate 

stakeholders. In addition, collating performance and availability 

data against defined SLAs ensure that all stakeholders can 

understand the impact of degraded application availability and 

performance.

“When there is a problem, Login Enterprise provides me with 

highly credible data to discuss with my customer that is fact-

driven and non-emotional about the impact on our bottom line.” 

Winning New Business

Login Enterprise’s impact on the provider’s operations has 

already exceeded expectations. “Login Enterprise enables my 

team to engage with the client proactively and avoid potential 

issues. As a result, our clients recognize we are serving them at 

the highest level.” The provider’s improved service accelerated 

the evolution to trusted value provider – deepening customer 

relationships and delivering strategic value.

Login Enterprise helps us get back up and 

online, maintaining business continuity 

and protecting the company’s revenue and 

profitability. Login Enterprise starts this 

process when an incident or risk is first 

detected, not when an agent notifies me they 

are experiencing problems.

Login Enterprise enables us to expedite our 

mean time to recovery from system outages 

and reduce the number of service-level 

outages from happening in the first place.

Login Enterprise enables us to minimize system 

downtime and deliver strategic business value 

like never before.
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