
SIMPLE IS AN EXPERIENCE

An enriching customer experience is provided by simplifying the 
steps in the product life cycle. 



2

ABSTRACT
A consumer will always expect a positive experience in the 
product / service buying process. Companies find it hard 
to provide this positive experience. A positive experience 
is provided by properly defining the outcomes that we want 
to provide to the consumer throughout the the life cycle of 
a technology consumer product. In other words the four 
components of a technology product life cycle should be 
simplified - Simple to Buy, Simple to Install, Simple to Use 
and Simple to get Support. Every stage of the life cycle should 
be automated and the customer should always be informed 
about the product. Therefore in an increasingly complex and 
connected world, the mantra for success whether you are 
a product manufacturer or a tech support company, is to 
remember that the customer wants an enriching experience.

All of us are consumers of products and services and as 
consumers, we would prefer the product / service buying 
cycle (Choosing, Buying, Installing, and Usage) to be a 
positive experience. In other words, we expect the entire 
product buying experience to be simple. Simple as it may 

THE LIFE CYCLE OF A TECHNOLOGY CONSUMER PRODUCT

We can map the different outcome stages (or stages of 
simple) across this life cycle. We can also consider the 
primary stakeholders and their responsibilities in this mix 
making the roles clear. As one can see, there is complexity 
the moment there are multiple stakeholders with their 
needs and constraints, to cater to. Yet, they must all be tied 
together using these common outcomes, in order to achieve 
the ‘Simple’.

The answer actually lies in the complexity of the situation, 
the many dimensions of consumer behavior and consumer 
release, tracked and trapped in structured data sets and 
unstructured social media. Thanks to technology, this is 
feasible today and easier than it was in the past.

To achieve better product design and engineering, these 
groups need to constantly accept, review and incorporate 

sound, this remains an aspiration for most consumers and 
companies, akin to fleeting glimpses of the snow leopard 
in the upper reaches of high mountains. After all, there are 
multiple stakeholders to please and myriad constraints, 
which are often deal breakers. However, several examples 
around us show that simplicity is indeed possible. 

type, you will always find something you want. To ensure that 
this experience remains positive even in its simplicity, the 
manner in which the crawlers search for a keyword remains 
immaterial to the end user. The reality is that there is a highly 
complex set of processes running in the background, to 
make this happen all the time, in real-time. 

is simple - multiple easy-to-use forms that have together 
created a rich and rewarding experience.

What does it take to achieve Simple? To answer this we have 
to define the outcomes that we want – these would be as 
follows - Simple to Buy, Simple to Install, Simple to Use and 
Simple to get Support.
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Technical support that incorporates an optimal mix of 
analytics (out of structured and unstructured real-time data 
sets), automation, knowledge and self-service will result in 
this combination, delivering support like a Smart Agent – in 
turn resulting in a “simple” experience all the time.

Automation should be thought of, at every stage of the 
lifecycle. Areas that were traditionally assumed to require 
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modifications based on what they are being told by 
consumers. Similarly, product go-to-market groups need 
to do the same with data around the sales and installation 
experience.

Last but not least are the technical support groups. They 
can provide feedback to design, engineering and sales, 
and ensure a positive consumer experience throughout the 
product use life cycle.

experts are always a good place to start. Automating 
and simplifying the installation process, auto-send of 
health parameters to enable easy diagnostics, to simplify 
troubleshooting and support and to even self-heal where 
possible, are all steps towards achieving ‘Simple’.

It is important to understand that the more informed your 
customers are, the more they will appreciate it. Knowledge is 
a key, and providing the customer with relevant information 
at every stage of the life cycle will boost business and 
increase satisfaction.

Today’s consumer is net-savvy and part of many a social 
network. Self-service as a key channel to support is essential. 
Tech forums are seen as quick ways of getting solutions. 
Support vendors must adopt and adapt to such methods to 
bring in an integral experience to their customers.

Therefore in an increasingly complex and connected 
world, the mantra for success whether you are a product 
manufacturer or a tech support company, is to remember 
that the customer wants an enriching experience – and the 
route to achieve that enriching experience is to simplify.
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Let us consider a Desktop / Smartphone application that helps 
customers to stay connected with the support organization 
through multiple channels (Chat, Mail and Voice). A good 
application will act as the central nervous system of the support 
environment by connecting the clients with the customer 
base and thereby increase brand recall. A simple and smart 
application will also support consumers with access to DIY 
tools, product and firmware updates, new product release 
information and promotional offers on products and services. 
When proactive and preemptive support is provided, customer 
stickiness and new customer revenue streams will become 
increasingly visible.


