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A Thriving Partnership
From A Failing One
US-Based Challenger Bank



From Poor to Outstanding Customer Care
Delivering World-Class Support From a Subpar Partner

THE CLIENT
Leading Challenger Bank in US

This Leading US-based Challenger Bank is an emerging fintech company that offers lending, financial advisory, and investment services to
customers. Targeting American consumers that have savings of not more than $2,000 on average, the company’s goal is to boost their
customers’ credit while managing their savings. A majority of the company’s members are first-time investors.

THE CHALLENGE

Such an ambitious goal has led to several challenges for the
company, particularly in the area of scaling and Customer
Satisfaction (CSAT). Unfortunately, the client’s nearshore
outsourcer in Tijuana, Mexico failed to meet the performance
expectations. This resulted in an overall poor experience of their
customer support. The Better Business Bureau (BBB), an
organization that enables the consumers to rate businesses in the
marketplace, gave the company an F:, the lowest rating possible.

Even their in-house support in Utah, despite incurring more
expenses, was also unable to scale. The main issue: both the
outsourcer and the in-house team did not have the proper tools,
expertise,  and resources to deliver quality reporting and workforce
management processes.

Unable to know the exact reason as to why and how they received
the lowest rating, while at the same time desperate to improve their
status with their customers, the company sought to partner with
TaskUs, much to their subsequent delight.

THE SOLUTION

TaskUs employed a strategic approach to solving the client’s
gargantuan issues such as poor customer service and failure to scale.
The solutions are categorized into the following:

1. One-time, immediate solutions which were swiftly implemented
at the beginning of the collaboration to salvage the poor
customer service

2. Continuous, long-term solutions which are focused on refining
and strengthening the process that will yield greater
performance.

TaskUs proposed and implemented the following solutions:

One-time, Immediate Solutions

– Moved the customer services to the Philippines because of its
reputation of providing white-glove service while reducing the
overall cost of support.

– Decreased the backlog by increasing the staffing and SLA
– Provided consultative services by implementing a BBB rating

increase strategy

Continuous, Long-term Solutions

– Transitioned all of the Reporting, WFM, and Quality processes
to TaskUs to professionalize the system

– Facilitated smooth transition and enhancement of
knowledge-based tools for a more standardized yet intuitive
management of cases
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THE RESULTS

By truly understanding the problem, implementing the above-mentioned solutions, and constant and strategic communication with the
company, we have achieved the following:

– 15% CSAT increase over the last two quarters, outperforming the internal team in Voice CSAT for most of the year with a final
score of 4.45 out of 5.

– 18% reduction in AHT
– Reduced escalation support needed
– C+ rating, rising from the unfortunate F, with positive testimonials from the customers posted on the Better Business Bureau

(BBB) website
– 30% decrease in the overall technology platform costs of the company
– Launching of the additional channel, the social media support, to reach more customers
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