
Challenge
TRC Companies Inc. was at a crossroads in 2012. They needed to make major improvements 
to their internal service desk—everything from the people to the processes to the 
technology—while being able to maintain steady growth. As an engineering, environmental 
consulting and construction management firm that makes several acquisitions a year as 
part of their growth strategy, they needed a service that would accommodate the growth 
without taxing the employee base. So when they began strategizing and addressing key 
issues to be mindful of (i.e. people, processes and technology), one thing became crystal clear.

“We knew there would be a cost whether we opted to build the capabilities in-house, or 
‘buy,’” said JP Saini, Chief Information Officer.  “We decided to focus on what we do best—
grow as a company—and leave the rest to our partners and leverage their expertise.” 

And that’s exactly what TRC did. They embarked on their digital transformation journey 
and launched ServiceNow (in 2015) to improve service levels, refine processes, and 
change the way their company operated. And they engaged Vitalyst for a scalable, 24x7, 
customer-oriented solution with Managed Help Desk Services, specifically triage support, 
where Vitalyst fielded all calls to the service desk and triaged them—in some instances, 
forwarding back to Vitalyst on-demand advisors for live support—or escalating back to 
TRC’s internal desk, via ServiceNow, for all other support. This enabled TRC service desk 
staff to focus on the highly technical day-to-day tasks.

Why Vitalyst?
Vitalyst was no stranger to TRC. In 2011, Vitalyst began providing 24x7 how-to support for 
their employees. “Our IT team was great at supporting equipment, but knowing the ins and 
outs of applications like Word and Excel—it wasn’t there,” said Saini.

Vitalyst provided that expertise, and TRC employees found great value in the service.  
“We began getting rave reviews from employees who called in for support, and they began 
promoting it internally. We knew we had found a great partner,” added Saini.

Recognizing the value Vitalyst brought to the organization, when TRC needed a solution in 
2015, they knew just where to turn, and expanded their engagement.

As a result, TRC has seen improved service level agreements (SLAs) and an increased 
perception of their service desk.

Results

Investing in People, Processes and Technology for 
Maximum Return on Digital Transformation Efforts

TRC is a national engineering, 
consulting and construction 
management firm providing 
integrated services to the power, 
environmental, infrastructure and 
oil and gas markets.

•  More than 100 locations in over 
40 states, and in the UK

• Over 4,000 employees

• Headquarters: Windsor, CT

Customer 
satisfaction of 
service desk } 90%

Abandon call rate  
(compared to 12% 
industry average*) } 2%

* Source: https://www.talkdesk.com/resources/infographics/
call-center-benchmarks-industry

ABOUT VITALYST: 
Vitalyst is the global provider of client 
learning solutions driving digital adoption 
and proficiency by transforming 
employees’ technology experience.
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“ Thanks to Vitalyst, we 
increased our bench 
strength, focused on our 
core, and reinforced the 
decision we made to let 
us do what we do best by 
leveraging experts to do 
what they do best.” 
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Average speed  
to answer } 21  

seconds

First call 
resolution } 85%
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