
Overview
Our leading global technology client 
wanted an innovative space where 
new support tools could be tested 
prior to global roll out. Education at 
Work o�ered the perfect solution 
with a part-time collegiate workforce 
made up of students who possess 
the right balance of tech-savvy 
skills, including digital literacy and 
knowledge of our client’s brand. This 
atmosphere created an ideal test-bed 
for launching a new software tool. 

Challenge
Launching a new software tool 
has its challenges. Education at 
Work, atypical to other “standard” 
outsourcers – from a workforce and 
mission perspective – was able to 
o�er the flexibility and innovation 
needed to meet our client’s goals. In 
this case, flexibility and innovation 
meant being able to test in-house 
produced software with a domestic 
provider where engineers could sit 
side-by-side with agents and easily 
garner feedback about the tool. Our 
student employees worked hand-
in-hand with our client’s engineers 
to solve any issues that may have 
appeared during testing. This 
workforce strategy played an integral 
role when it came to our client 
implementing this piece of software 
across its entire global customer 
service network. 

Results 
Within three months of going live, 
EAW was number one globally in 
customer satisfaction. Within six 
months of the program, our student 
employees reached an aspirational 
CSAT target. Reaching this CSAT 
number meant customers were more 
satisfied with the customer service 
they received which is shown to 
correlate with higher brand loyalty 
and better return on investment.

“The best customer 
service I’ve ever had. 
Very helpful, very sweet 
and amazing how he 
helped me out.”
– Quote from customer 

EAW’s workforce proved that a 
support service sta� made up 
of tech-savvy college students 
could easily adapt and overcome 
challenges through knowledge 
sharing, innovative workarounds and 
an eagerness to submit feedback. 

With the successful launch of this 
new tool, Education at Work became 
an innovation hub as well as a testing 
ground for future pilots for our client.
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Key Stats

surpassed business 
client’s global CSAT
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Achieved an aspirational
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