


 
 

©2023 CSC Corptax®             1 

Innovation in Leveraging Analytics for Service Excellence 
CSC Customer Envision: Analytics-Driven Customer Care 
 
 

 
 

Our Story 
At CSC Corptax®, concerted efforts to consolidate our technology stack and streamline our data ecosystem laid the 
foundation for operationalizing analytics to improve customer engagement. We developed a forward-looking view of 
customer activity in a single solution, providing actionable insights across multiple departments, which simplifies 
internal processes and elevates how we serve customers. Our innovative Customer Envision dashboard uses 
dedicated analytic tools to pull relevant data from a single system of record and facilitates our proactive 
customer contact about tax laws impacting their business. Accelerated tax law changes for partnership and global 
transactions validates the critical need for a holistic view of customer activities in a single location, accessible to all 
teams, to drive service excellence.  
 

The Need for Streamlined Customer Envision 
When we look back at our disconnected technology stack in the past, we see the frustration, wasted time, increased 
risk of user error, and inconsistencies in the presentation of customer data. The migration to a single system of record 
allowed us to capture customer activity from support interactions, tax return transmissions, and from Sales and 
Services outreach. We lacked a way to track and consolidate activity from other tools to quickly ascertain where the 
customer is within their tax lifecycle. We needed to reduce the workload of data-gathering, compilation, and 
dissemination to our internal teams—to operationalize data in an organized, accessible, centralized format.  
 
 
 

 
 

 
 

  

“High-quality data models have allowed our 
customer-facing team to be data-literate, see 
insights, be proactive, focus on what’s 
important, ask better questions, and spot trends 
and anomalies with ease.”  
– Beth G 

 
“Personalized client analytics on digital 
engagement allows us to see search challenges, 
hot topics, and community discussions on tax 
laws, so we can quickly respond with 
announcements to pre-empt support cases.”  
– Megan D 
 
 
“Seeing data around engagement, product 
adoption, and retention risks allows us to 
proactively assist clients. Being able to easily 
view vital customer information, including 
multi-year comparisons, has greatly enhanced 
our support interactions.”  
– Sammie W 
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The Outcome 
With the introduction of Customer Envision, our all-in-one visual dashboard, we showcase all the analytics needed 
by client-facing teams to provide superior customer service.  
o Support agents better understand customer challenges and can preemptively prepare solutions based on each 

client contact’s support and education journey. 
o Sales and Services teams utilize the data and target solutions that benefit each customer.  
o Operations tracks feedback from customers and disseminate it to Development for product enhancements.  
o It provides visibility to collective and granular analysis that generates proactive steps around case deflection, 

knowledge and resource consumption, and product usage and adoption. 
o We have increased operational efficiencies, reduced risk of errors, and a clear, standardized data presentation. 
o The overall perspective of customer health and early notifications of actionable items are groundbreaking and 

transformational for various internal departments and help identify at-risk situations for immediate mitigation.  
o According to the TSIA Support Services  Benchmark Survey, our customer retention rate and our Pacesetter-

level NPS and CSAT scores are a resounding testament to the power that Customer Envision provides our award-
winning support organization. 

 

Business and Customer Impact (Since 2018) 
Business Impact Customer Impact 
Increase case deflection  
Increase revenue opportunities 
Grow education subscription adoption 
Retain existing customers & ownership levels 
Provide a single, -degree customer view 
Enhance cross-department operational efficiency 
Deliver proactive & predictive support services 
Foster collaborative cross-functional decision making 

Increase self-service opportunities 
Grow product adoption and expansion 
Create more knowledgeable product users via training 
Achieve higher standards of customer satisfaction 
Personalize support experiences 
Deliver proactive communication 
Provide peer-driven community collaboration for solutions 
Develop customer-driven product enhancements 

 

 
 

Next Steps 
We look ahead to progress in the digital world with Artificial Intelligence (AI) and Machine Learning (ML). The 
next phase of Customer Envision involves deploying automated, unassisted support, capturing real-time telemetry, 
and delivering relevant content to the customer when and where they need it within their tax workflow. This 
additional elimination of support cases will further increase operational efficiency, allowing our growth into the 
predictive support world, driving against business risks, and nimbly adapting to customer needs. 
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