
Six new business capabilities 
that your enterprise technology 
and application support partner 
can enable.



At some point, your enterprise 
customers will need technology 
support for the products they 
purchase. And companies, 
facing increasing competitive 
pressures often use a 
third-party technical assistance 
center (TAC) that provide 
qualified staff to support 
end-users for a particular 
product, system or application. 

Over a period of time, these 
assistance centers accumulate 
immense knowledge on 
technical aspects of products 
and applications they support. 
And a pragmatic step forward 
for enterprises is to utilize this 
knowledge to gain long-term 
strategic value. From enhancing 
customer experience to 
optimizing support resources, 
sustaining maturing products, 
providing social support, 
lowering lab costs, and ensuring 
knowledge management, your 
technology support provider can 
help you reach new heights of 
organizational performance. 

Looking beyond plain vanilla
Progressive technology and application support providers are laying the 
groundwork to deliver further value to their enterprise clients. They are doing 
this by utilizing the stockpile of technical knowledge, proficiency and 
experience gleaned while providing technical support to end users. And, why 
not? After all, both support providers and their enterprise clients stand to 
benefit. The provider gets to offer higher order services – those services that 
require more skill and / or a need to be closer to the end user – and their 
enterprise customers enjoy the benefits of cost savings, better efficiencies 
and service. In fact, by looking beyond plain vanilla services, support 
providers can produce improvements far beyond a typical support services 
mandate. These improvements essentially translate into a substantial 
increase in customer service.

So what are these new services and how do they benefit enterprises?

1. A whole new set of customized 
services

As technology support providers amass a wealth of knowledge about their 
customer’s products and the end-customer, a new breed of tech support 
services are getting ready. At the core of this new set of services is a novel 
delivery model designed to optimize resources and the rich technical 
knowledge their engineers acquire while providing support. 

The model places the best resources in global centers from where they can 
be deployed in respective geographies quickly and at an affordable price. 
These engineers can be utilized for a variety of jobs – from fly and fix to 
presales demonstrations, installation and commissioning, as resident 
engineers and more – an arrangement that will ensure a substantial value is 
created at a very nominal incremental cost. In addition, a significant value 
can be created by utilizing these engineers to train business partners / 
resellers and the end user as well. The indirect advantage of this is the 
reduction in support volume which directly contributes to savings.



2. Sustaining maturing products 
Technology support is an important link between 
enterprises and their end customers. With experience, 
technical support providers garner a deep understanding 
of field situations, design and issues. This understanding 
can be leveraged for sustenance of some or all product 
lines, thereby leaving precious bandwidth of internal R&D 
team to focus on developing new strategies / technologies 
/ products. 

3. Analytics and intelligent 
insights to drive support

In the process of providing support, providers elicit 
knowledge from the end-user. This valuable knowledge 
about user behavior, needs and issues may be used to 
design or refine products, processes and customer 
experiences. 

As support providers run complex ETL, warehousing and 
analytics engines structured around key practices, they 
can provide operational analytics, customer analytics, and 
process-centric analytics. These analytics can offer 
insights to drive optimization and improve the quality of 
customer experience.

4. Remote centralized labs
All products are created in the lab but setting up labs is 
capital intensive, given the high cost of equipment and 
space, and their geographic spread. One way to manage 
the expense and low asset and resource utilization is by 
consolidating lab operations in a centralized location with 
remote access to users. With a lab infrastructure already in 
place, support providers can help by providing remote 
centralized labs that offer lab-as-a-service. Such labs will 
provide round-the-clock assisted lab infrastructure, 
provisioning tools, maximum availability, and critical to 
non-critical spare availability – elements essential to 
improve cost efficiency and lab utilization.

5. Social support
Let’s face it. Customers are increasingly using social 
media to share their experiences of companies and their 
products. In short, social tech support is a necessity to 
grow your brand. And technology support providers, 
having used the social medium to engage with end-users 
have built-in workflows and IPs that can help their 
enterprise customers answer some very important 
questions that product management teams may have. 
Like, how are we positioned in social media channels?
Are we listening and responding enough? Are we 
improving the brand perception as a customer friendly 
technical support organization? How are we using this 
channel? Are we using it to effectively and efficiently 
convey and communicate support related knowledge? 
How are we using this channel to effectively reduce the 
transaction in other channels? 

6. Invest in the collective IQ
In spite of the developments and large scale adoption of 
technology in delivering support services, technical 
support remains a people-intensive process. Knowledge 
acquired over years and years of experience in technical 
support is trapped in the heads of the support staff and not 
documented anywhere. This knowledge is often the most 
critical element in ensuring stable operations and 
mitigating risks when making changes. 

The struggle is to extract, capture and disseminate this 
knowledge. Knowledge management best practices are 
evolved after continuous exposure to a whole assortment 
of challenges addressing varied communities and 
supporting the end-to-end ecosystem of the support and 
service businesses. Enterprises now have an opportunity 
to leverage their technology provider’s experience and 
structured knowledge management routine to improve 
performance and gain a competitive advantage.



Looking ahead
We believe that the future of the technology support model will look very 
different from what it is today. Enterprises that are enjoying the initial benefits 
of engaging with technology support provider’s have only scratched the 
surface of what is possible with such engagements. They now have the 
opportunity to use their support providers knowledge and experience to 
contribute significantly to their overall strategic objectives and unlock their 
full potential.


