
Customer Sales & Service 
World Awards

Won Gold for being the ‘Contact Center of the Year.’
- October 2020

Customer Experience
Positioned as a ‘Leader’ ‘across 

all 4 quadrants in NelsonHall’s NEAT
Assessment for CX Services

- July 2020

Outsource Partner of the Year 2020
Recognized in the 2020 BIG Excellence in

Customer Service Awards for our customer
support and enterprise support Services

- March 2020

Ranked #6
in Global Top 10 Digital Associates 
Service Providers Report
- February 2021

Outsourcing Provider of the Year 2020
Won the ‘Contact Center & Customer 
Service Outsourcing Provider of the 
Year 2020’ at the Annual Stevie Awards
- March 2020

Digital Workplace Services
Recognized as a ‘Leader’ in the ISG Provider 
Lens 2020 report Digital Workplace of the 
Future Services & Solutions-Managed 
Workplace and Mobility Services
- September 2020

Won Gold for
‘Company of the Year –

Computer Services’
- May 2021

Recognized as “Most Admired IT Company of the 
Year” at the Golden Globe Tiger Awards 2022
-June 2022

Recognized as a “Major Contender”
in cloud services – PEAK matrix assessment, 

North America, -Jan 2022 

Won the “2021 Stratus Awards”
 for cloud computing capabilities, -Nov 2021

Won Gold Stevie for “Best Management Team in
IT Services” at the American Business Awards 2022
-May 2022

Recognized as “Major Player”
in IDC MarketScape report on managed 

cloud services, APAC, -Aug 2021

The  has shaken the New Normal
premise on which disaster recovery 
plans were built.

You need more than a 
“doors open & lights-on” 
approach.

Voracious appetite for cloud: 
The cloud is the bright spot in market 
that’s reeling under the pandemic.

In the , era of remote work
don’t settle for latency-prone,
less-desirable CX.

Meet  surging customers’ demands
with an infrastructure that o�ers 
control, speed, & simplicity.

Accelerate cloud 
journey to digitize quickly 
& e�ectively.

But here’s the thing:

You need the power of AI & automation on cloud to weather 
the storms of the market & embrace disruption.

Multicloud 
brokering

ITIL V4 based 
service delivery

Cloud disaster 
recovery

Cloud 
devOps

Governance 
& policy

Provisioning, 
automation & 
orchestration

Security & 
identity

Monitoring & 
metering

Capacity & 
resource 

optimization

Cost 
transparency & 

optimization

Recognized as “Leader” in NelsonHall’s 
cognitive and self-healing IT infrastructure 

management services NEAT assessment 
for server centric focus, -Apr 2021

Faster time 
to deploy

High 
savings

Maximized 
security 
& scalability

Fast & 
reliable CX

New approach 
to disaster 
recovery

WELCOME THE 
NEW CONNECTED ENTERPRISE
The digital highway has accelerated device and data adoption 
at an alarming rate, resulting in widespread avenues for support 
opportunities

CUSTOMER 
EXPERIENCE
By 2020, 
Customer Experience 
will overtake Price 
and Product as Key
Di�erentiator

TECHNOLOGY SUPPORT

6 Billion
connected things will need
support, by 2020

CUSTOMER EXPERIENCE

86%
buyers will pay more 
for a better CX

INTERNET OF THINGS (IoT)

26 Billion
connected devices,
by 2020

AI & SMART ASSISTANTS

85%
of customer interactions will be done 
through smart agents, by 2020

DIGITAL SELF SERVICE

50%
of customers want to solve
issues themselves

DATA PROLIFERATION

10x
Rise in data volumes, 
by 2025

Intense Market 
Competition

Siloed 
Operations

326 TB
of threat samples

Lack of Data 
Adoption Strategies

Monolithic 
Systems

Overcoming 
Security Challenges

Source: Fortinet

THE DEMAND FOR 
DEVICE AND 

DATA SUPPORT 
CONTINUES 

TO ACCELERATE

Network 
Servers

Telecom
Networks

LANs/
WANs

Enterprise
Storage

IoT Devices
and Sensors

SaaS
Applications

Routers/
Switches

VoIP/
Telecom

Enterprise
Security

UCaaS

Firewalls
and Security

Wireless
Devices

Service revenues
are increasing

To detect and 
resolve targeted

advanced threats

Real-time defense and 
threat-intelligence to 

secure brand reputation

Mine volumes of data 
and enable intelligent and 
actionable cyber response

Penetration tests to 
ensure the health of data 
networks and IT assets

By 2020

60%
of digital businesses 
will su�er major service 
failures due to the inability 
of IT security teams to 
manage digital risk

240,000
Malicious website accesses
Blocked per minute

375,000
Network intrusion attempts
Resisted per minute

416,000
hours of threat research
globally per year

1,000
Intrusion prevention
rules per week

60,000
Botnet C&C attempts 
thwarted per minute

Data and 
application

Physical 
environment

Change 
management

Third-party 
suppliers and 
vendors

Internal 
employees

Security 
and privacy

Infrastructure

Legal and 
regulatory

Planned cybersecurity
spending will increase to 51% Source: 

PwC, CIO and CSO, 
October 5, 2016

iTACk

AMPLIFY YOUR
CUSTOMER EXPERIENCE

Simplify enterprise support, exceed
customer expectations with iTACk

KEY BENEFITS

> 75
Net Promoter

Score

20-25%
Reduction in

Customer E�ort

>10%
Faster First Call

Closures

<3%
Escalation through

Predictive Analytics

25-30%
Improvement in
Case Deflection

>3x
Improvement in

Knowledge Management

TECHNOLOGY PROWESS
Network Stack |

Experience Management

INTELLIGENT
Machine Learning |

Analytics | Powered Support

AUTOMATION & ANALYTICS
One View of The Customer | 

Early Warning System | Anomaly Detection | 
Log Analytics | Mobile Support

CUSTOMER GROWTH
White-labelled | Co-creation

and Joint GTM | Social Media

KNOWLEDGE MANAGEMENT
KB | Guided Resolutions | 

Federated Search |
Engineer Amplification

Movate provides tech support for all product lines
Next Gen Firewalls – PA5200, PA5000, PA3000, PA800, PA500, PA220, Pa200

Tier 2 Support Escalated Support Tier 3 Support RMA Support

25% of CIOs 
from the telecom sectors 

are placing digital business / 
digital transformation 
as their number one 

business objective in 2018.

In a 5G network,
wireless data can travel 10
times faster than most 4G

networks.
Latency will drop

precipitously with 5G - 
by a factor of 10.

Operators to extend 
their subscriber base from 

6 billion people to 
50 billion or even 

over a trillion
machines and objects by

TELCOS

Network 
OEMs

Payment
Gateways

Network
Security

ISP

OTTVoIP

UCaaS

IoT

5G

5G – 
The Central 
Neural System
and Future of 
Telecom 
Operations

Edge Computing
for Low Latency

Deep Analytics for 
Customer Intelligence

AI for Business
Insights

Location-based
Services for Targeted
Campaigns

Virtual Reality 
and Augmented Reality
for Digital Content
Consumption

IoT for Network
Transformation

Proliferation 
of Connected 
Devices

Lack of Innovation 
and Strategy to 
Handle Changing 
Customer Demands

Disjointed Business 
and Technology Goals 
Impacting Growth

Failing to Build a 
Partner Ecosystem to 

Divide and Conquer

Lack of Domain 
Expertise and Skillsets 

to E�ectively 
Handle Disruptions

Network Latency Issues 
Resulting in Service 

Availability Issues

Movate’s NCSSR Framework (Network – Cloud – Software – Support – Robotics) enables telcos transform 
from traditional service models to new age service models. 

Our solution enables telecom organizations improve customer experience, drive personalization, 
create new revenue streams, and enhance operational e�ciency.

INTRODUCING 

MOVATE’S NCSSR FRAMEWORK
CONVERGING EXPERIENCE WITH OUTCOMES

NETWORK

5G PDIO | 
Optical Deployments |

RF and Wireless | 
Managed Services

“Things Today Need a
Reliable Network”

CLOUD

Industrial Migration | 
Intelligent Security

| UCaaS

“Unified Experience 
of Things”

SOFTWARE

Custom Application 
Development |

DevOps | Virtualization

“Implementation 
Methodology is 

Changing”
SUPPORT

Tech Support, Network 
and Security Operations | 

Intelligent Automation

“Customer Experience 
is Everything”

ROBOTICS

AI and M2M | 
Cognitive

“Things Must Adapt 
Automatically”

NEXT-GEN 

New Age Service
Desk Driving

CHALLENGES FACED BY ENTERPRISES

ABOUT MOVATE : Movate, formerly CSS Corp, is a digital technology and customer experience services company committed to disrupting the industry with boundless agility, human-centered 
innovation, and a relentless focus on driving client outcomes. Recognized as one of the most awarded and analyst-accredited companies in its revenue range, Movate helps ambitious, growth-
oriented companies across industries stay ahead of the curve by leveraging its world-class talent of over 11,700+ full-time Movators across 20 global locations and a gig network of thousands 
of technology experts across 60 countries, speaking over 100 languages.

For more information, please send a mail to info@movate.com or visit www.movate.com Copyright © 2017 Movate Inc. All Rights Reserved

Co-existing with
Legacy and Digital
Infrastructure

WITH INCREASING INVESTMENTS IN DIGITAL, 
END-USER SUPPORT IS NO LONGER 
ABOUT SUPPORTING DESKTOPS AND LAPTOPS. 
ENTERPRISES ARE NOW RECOGNIZING THE 
NEED FOR A USER-CENTRIC APPROACH TOWARDS IT.

MOVATE’S 
OFFERINGS AND 

SOLUTIONSEnd-user Analytics 
and Productivity 

Improvements

Automated 
End-user and

Service Desk Support

Federated Knowledge
Management

ITIL V3 
based Service 

Operations

WORKFORCE

MOVATE’S NEW AGE SERVICE DESK –
FINDING CLARITY IN CHAOS

KEY BENEFITS

Productivity

The role of IT is shifting from ‘Operating IT’ to ‘Orchestrating IT’

83%
Top CIOs have 
responsibility for areas 
of the business outside 
traditional IT.  The most 
common are innovation 
and transformation.

- Gartner CIO survey

Digital is prompting end-users especially millennials 
to relook at their workplace expectations. 
Millennials are the new frontiers of the digital 
economy. They seek instant gratification and their 
a�nity with the digital world defines them.

50%
Millennials will form 
the global workforce,
by 2020

- PwC

Enterprises need to reimagine their support and 
engagement strategies to attract and retain millennials. 
In this context, IT operations require unified, 
observational, social and people analytics to discover, 
design and share better work practices. In this new digital 
age, traditional service desks are becoming obsolete.

50%
Team collaboration and 
communication will occur 
through mobile group 
collaboration apps, 2018

- Gartner

Driving a seamless IT support operation is not as easy as it looks. 
It requires rigorous planning, focused technology investments, a strategic 
roadmap and execution, as it is linked to the overall productivity and e�ciency 
of an organization.

IDC
The mean cost of an hour 
of downtime can range from 
$224,952 to $1,659,428, 
depending on the size 
of the organization.

Lack of Contextual
Approach Towards 
IT Modernization

Increasing Mean
time to Repair
(MTTR) and Cost

Disconnected 
Business Process 
Workflows Leading to 
Productivity Losses

Surge in Support Calls 
and Lack of Automation
Strategy

VS TRADITIONAL 
SERVICE DESK 

NEW AGE 
SERVICE DESK 

Problem Management

Assisted Support

Reactive Support

Person Dependent

Service Centric

Traditional 
Engagement

Models

New Age 
Service Desk 
Ecosystem

Business Centric

Automated Resolutions

Predictive Support

Shift-left and Self-heal

Real-time Insights

Omni-Channel Support

Discrete Channels

Movate’s new age service desk goes beyond traditional support models
and provides incomparable experience, availability and remediation across
the end-user ecosystem.

Our data driven solution o�ers 
predictive intelligence, automated 
queuing, routing and channel 
allocation. It provides a 360° view       
of user interactions and business 
insights. We o�er device and platform 
agnostic services and serve as a 
single point of contact for all IT service 
needs – all from a single console.

50%
of calls made to the 
IT service desk...

IT self-service can 
address close to

34%
IT organizations
currently use IT
self-service

...but just

USER-CENTRIC APPROACH 
TOWARDS WORKPLACE PRODUCTIVITY 

AND IT SUPPORT OPERATIONS
Our approach ensures L0/L1 related requests are deflected to low-cost channels 

and complex issues are intelligently categorized and channelized to relevant agents with 
exposure of providing similar resolutions.

LE
V

E
L 

-1

LEVEL 0

LEVEL 1

LEVEL 2

LE
V

E
L 3

S
E

LF
-H

E
LP

SELF-HELP

AI & SMART 
ASSISTANCE 

SUPPORT

SELF-HELP END-USER 
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Eliminate 
Calls

Deflect 
Calls

Amplify Agent 
Performance

Workplace as
a Service

Self-help, Mobile and
Remote Remediation

ENDPOINT
DEVICES

END-USER
DEVICES

END-USER
EXPERIENCE

ASSISTED CHANNELS

Voice Chat Mail Social Media

Engineer Desktop Integration

DIGITAL SELF-SERVICE CHANNELS

Cognitive Customer 
Experience Platform

Self-help Mobile 
Support

Knowledge 
Base

End-user Facing Interfaces

NEW AGE SERVICE DESK

Customer Experience 
Platform for Shift-left

Advanced 
Analytics

End-user 
Analytics

Automation 
Engine

Automated Knowledge 
Management

ITSM Ticketing Tool IT Service Management 2.0

300K
End-users
supported

100K
End-user Devices
Supported

4.25K
End-point Devices
Supported

45+
Global
Customers

25+
Language
Support

KEY DIFFERENTIATORS

Smart Agents 
to Manage
L0/L1 Support

Persona 
Based Service 
Catalogues

Mobile-based
Omni-channel 
Solution

Early Warning 
System to Power 
IT Operations

Robust Integration 
with Enterprise 
Applications

50% 

TCO 
Reduction

30-45%

Reduction 
in IT Support 

Volumes

30-40%

Increased 
Employee 

Productivity

99.99% 

Service 
Uptime

93% 

CSAT

100% 

SLA 
Compliance


