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Helping SMBs Be Successful  
with Cloud Generates Revenue  
and Profit for Comcast Business

AppHelp helps Comcast Business  
provide premium onboarding and activation  
services to its customers purchasing  
cloud applications. 

Challenge

Comcast Cable is the United States’ largest video, high-speed Internet, and phone 
provider to residential customers under the XFINITY brand. Part of the secret of 
this success is the company’s Comcast Business unit, which is one of the largest 
contributors to the growth of the parent company. Delivering award-winning 
service and solutions to more than one million companies across the U.S., Comcast 
Business is a key player in the US small and mid-size businesses (SMBs) market. 

When Comcast Business decided to begin offering cloud services in addition to 
data, phone, and video, it took a start-up approach that included experimenting with 
how to best sell and support SaaS-based applications. Within months of launching 
Cloud Solutions, Comcast Business recognized that its customers not only wanted 
help buying SaaS, but customers needed assistance adopting and using their  
new cloud applications as well. That’s how the Cloud Desk was born: to provide 
the solution-selling expertise required to meet customers’ application needs.

While the Cloud Desk became a major success factor for Comcast Business’  
SaaS efforts, Mumma and team also saw the opportunity to expand service 
offerings into premium services that would not only help increase customer 
satisfaction and loyalty, but drive a sizeable and profitable incremental revenue 
stream. “We listened to our customers tell us that they needed help,” says  
James Mumma, Executive Director of Product Management at Comcast Business. 
What Mumma and the Cloud Solutions team discovered was that some SMBs 
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C H A L L E N G E
 › Deliver end-to-end customer support 

services to SMBs buying SaaS solutions
 › Create one point of contact, the Comcast 

Cloud Desk, for SMB customers 
 › Partner with an expert provider of  

technical support for a broad range  
of SaaS solutions

S O L U T I O N
 › AppHelp onboarding and activation 

services

R E S U LT S
 › Added premium services that are top 

revenue generators 
 › Sold significant percentage of Office 365 

licenses with AppHelp-delivered services 
 › Achieved a 90 percent customer 

satisfaction rating and +77 Net Promoter 
Score
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wanted a do-it-with-me assistance model, while others preferred to opt for  
a do-it-for-me experience. That’s when Comcast Business turned to a trusted 
provider of technical support for SaaS applications for help. 

Solution

Because the Comcast Cloud Solutions team was already 
working with AppDirect as the platform to power the service 
provider’s SaaS sales channel, it was an easy decision to 
turn to AppHelp, the support services division of AppDirect, 
for additional cloud support services. “AppHelp is an 
innovator in cloud support services and we knew it would  
be critical to find a provider with the deep integration, service 
expertise, and proven processes to deliver the premium 
services such as Office 365 migration that we wanted to 
offer,” says Mumma. 

While the Cloud Desk provides ongoing support, AppHelp could extend a deeper 
capability to customers. Comcast called on AppHelp to introduce new onboarding 
and activation services, including a do-it-for-me migration service for the Microsoft 
Office 365 cloud productivity suite, and several do-it-with-me tutorial activation 
services for select cloud applications. 

“The combination of onboarding and activation services together with the expertise 
of our Cloud Desk allows us to provide end-to-end support for our SMB customers 
when they buy cloud applications from us,” says Mumma. Comcast Cloud Solution 
customers gain the simplicity and convenience of having a single contact for sales, 
adoption and support, which Mumma sees as a critical value proposition and key 
driver of Comcast Business’ SaaS success. 

Results

Today, AppHelp onboarding and activation services are some of Comcast 
Business’ top revenue generators each month. “Premium services are a significant 
contributor to margin and revenue for our SaaS business,” says Mumma. “We are 
now selling AppHelp premium services with a significant percent of the Office 365 
licenses we sell.” 

Comcast Business customers are showing their satisfaction with the support 
and service offerings, as demonstrated by the company’s 90 percent customer 
satisfaction rating and +77 Net Promoter Score. The loyalty that customers show 
for SaaS solutions and services can be a leading indicator of increased stickiness 
for Comcast Business’ other non-SaaS product and service offerings. 

“Premium services are a noteworthy 
contributor to the Cloud Solutions revenue 
stream. We are now selling AppHelp 
premium services with a significant 
percent of the Office 365 licenses we sell.”
JA M ES  M U M M A
E X EC U T I V E  D I R EC TO R ,  C O M C A ST  B US I N ES S
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A B O U T  A PP D I R EC T

AppHelp delivers solutions that help businesses and consumers be successful with their adoption and use 
of the latest in technology and cloud services. By leveraging a unique combination of technology and human 
capital, AppHelp ensures customers have the support they need as they traverse the customer journey. 

With millions of technical support incidents solved and decades of experience assisting people with 
technology, AppHelp is proud to power the technical support programs for premier brands across the globe, 
including: Comcast, Cincinnati Bell, Rogers, Bell, Telus, Windstream, Virgin Media, Panda Security, and more.

For more information contact  
Mary.Montserrat-Howlett@appdirect.com  
or visit appdirect.com/products/apphelp.

650 California Street, 25th Floor 
San Francisco, CA 94108

Copyright © 2017 AppDirect Inc.

Finally, the integration of white-label services from AppHelp into the Cloud 
Desk has been seamless. “We consider the AppHelp staff to be our ‘Canadian 
Comcasters,’” says Mumma. He’s pleased with the partnership and the value it 
brings to the business and to Comcast Cloud Solution’s customers. Adds Mumma, 
“AppHelp really goes above and beyond.”
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