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Are You Ready to Support Billions of New Connected 
Devices?

The Internet of Things (IoT) is exploding. According to Gartner, 25 billion 
connected devices will be in use by 2020 – up from the 4.9 billion connected 
devices in use this year. 1 These include everything from home automation systems 
to fitness trackers to connected Barbie® dolls.

These billions of new, connected devices will add layers of complexity to your 
customers’ homes, cars and offices.

According to the Tech Support: Meeting IoT Demands report 
by Parks Associates2, having more devices in the home 

directly correlates with an increasing need for support.

“In 2014, broadband households with 
10 or fewer connected devices report 
experiencing, on average, 1.2 technical 
problems over a 12-month period. Those 
with 11-20 devices experience 60% more 
problems over the same period.”

1 http://www.gartner.com/newsroom/id/2970017 
2 http://www.parksassociates.com/report/tech-support-iot-2014
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The Role of Internet Service Providers in  
Supporting IoT

When customers can’t connect their devices to their home 
or office networks, they’ll often call their internet service 
provider (ISP) before they call the manufacturer. Although 
these problems don’t relate to the ISPs broadband offerings, 
in our subscription economy, you can’t afford to turn unhappy 
customers away.

Many ISPs are launching premium technical support (PTS) 
programs and becoming their customers’ trusted IoT advisor. 
This allows them to solve these challenges, add value to their 
existing offerings and reduce churn.

In this eBook, you’ll discover how to leverage technology and 
specialized services to solve your customers’ IoT problems. 
This will help you turn your out-of-scope tech support calls 
into amazing experiences, so you can strengthen your brand and increase your 
customers’ satisfaction.

Cost-Effectively Troubleshooting IoT Devices: A 
Multi-Layered Problem

According to the Parks Associates report, households with broadband own an 
average of seven connected devices – and that’s only in the house. These devices 
aren’t just limited to the connected home. They’re also in the connected car and 
office. It’s the “Internet of Everything”!

All of these devices share one thing in common: they need to connect to the 
Internet to work. As they start to handle critical jobs like home security and 
health monitoring (e.g. locking doors, regulating heat, checking for gas leaks and 
monitoring babies), it will become even more important for consumers to receive 
top-tier support when they can’t connect.

Smart devices are supposed to be “simple to use”. However, this is only true when 
all of the device’s technical elements are working as expected. But this is rarely the 
case, as there are always times when a device doesn’t work as it should.

3  Fusce dapibus, tellus ac cursus commodo, tortor mauris condimentum nibh, ut fermentum massa justo sit amet risus. 
Curabitur blandit tempus porttitor. Aenean lacinia bibendum nulla sed consectetur. 

ISPs Need to be Ready to Support IoT

Support requests for smart home devices 
and systems will increase from 11.7 million 
in 2015 to 17.9 million in 2019 and many of 
these requests will go to ISPs. 

– Parks Associates 2015
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Connected home devices rely on numerous layers of 
technology, including:

 › The networked device itself

 › The home router

 › The internet connection

 › The cloud services running the backend logic

 › The application’s user interface (ex. LG HomeChat, which lets people 
communicate with their appliances3)

 › The device that the application is connected to

With all these layers, finding the source of a problem when something goes wrong 
can be complex and costly. 

If you’re the customer, you can face multiple support calls with multiple companies 
until you find one that’s willing to solve the problem.

While ISPs can often troubleshoot and try to fix out-of-scope IoT problems, they 
usually can’t do it in a way that is both cost-effective and delivers a great customer 

experience.

3 http://www.nbcnews.com/tech/gift-guide/out-milk-lgs-new-smart-fridge-will-let-you-know-n99531
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The consequences can include:
 › Lower first call resolution

 › More out-of-scope calls that you’ll handle at increased 
costs

 › Lower customer satisfaction (CSAT) scores and Net 
Promoter Scores (NPS)

 › Loss of customers

 › Decreased revenue

Solving these complex problems requires special tools and 
technology. It also requires knowledgeable agents who can 
identify and resolve problems in a cost effective way, while 
delivering amazing customer experiences.

The 3 Keys to Supporting Your Customers’ 
Connected Lives

The IoT space is moving very quickly. New devices are constantly hitting the 
market and it is difficult to build and maintain a standard set of tools and 
practices, when critical elements such as IoT industry standards are still widely 
underdeveloped.

So how can you start supporting the IoT today and provide superior customer 
service that will make you - your customers’ trusted IoT advisor, tomorrow?

1. Specialized Agents and Training

The first key to supporting IoT is having a pool of specialized agents to solve 
complex, multi-device problems. This means investing in training programs to 
ramp up new agents so you can rapidly scale to meet the growing demand for IoT 
support.

Leveraging your experience supporting the connected home and integrating 
those learnings into your training programs allows you to create cost-effective 
specialized agents that are well-equipped to solve all of your customers IoT 
support needs.

Out-of-Scope Tech Support Requests 
on the Rise

In 2013, approximately 30% of smart 
home device owners reported experiencing 
problems with their devices on a monthly 
basis. In 2014, 39% of connected home 
device owners reported issues with their 
devices. The top problems encountered 
by device owners: connectivity and 
interoperability.

– Parks Associates 2015
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When you transform your agents into IoT specialists, your customers will receive 
better technical support and be less likely to churn. You’ll also build a much 
stronger support team – at a fraction of the cost of hiring new, specialized agents.

2. Experience, Process and Knowledge Management

When you build your IoT support capabilities, you don’t need to start from scratch. 
You can leverage your support network’s current expertise to bridge your IoT gap.

For example, you may have years of experience troubleshooting connectivity 
issues, smart TVs and mobile devices. Utilize it to create a dynamic knowledge 
center that contains answers to your most common IoT issues. When an agent 
finds a new solution, they can enter it in the repository. Then, other agents can 
use the solution to help customers – whether they are in downtown London or the 
middle of Iowa.

The technical support landscape is constantly evolving. To keep pace, you need a 
dynamic knowledge management system that aggregates analytics, big data and 
real-time feedback from agents in the field. This will help you deliver the right 
solution, to the right agent, at the right time.
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3. The Right Tools

When you have the right tools, your agents can fix any problem - no matter where 
it may be hiding in the technology stack that powers your customer’s connected 
life.

But many companies don’t balance their technical support investments wisely.

For example, they may:

 › Invest in tools that don’t solve common tech problems

 › Hire agents who are so specialized that they bypass processes to try and 
solve things themselves

 › Have a CRM or processes that complicate, rather than complement agents’ 
efficiencies

Failure to balance these investments can lead you away from a successful tech 
support services program.

Instead:

 › Focus on training specialized agents

 › Put systems in place that help agents quickly find the root of a problem.    
(Ex. a knowledge center, or tool with automated problem diagnosis 
capabilities)

 › Arm your agents with automated tools that solve IoT problems and allow you 
to deliver high-quality technical support (Ex. an automated script to repair 
Wi-Fi connectivity)
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While IoT troubleshooting tools are only just emerging, keeping informed on the 
top-selling IoT devices and their most common problems will be critical. Partner 
with IoT device manufacturers and get access to their support knowledge.

Companies providing tech support services will need to invest in R&D and strategic 
partnerships in order to offer support scope that covers all the technical layers of 
the connected home. It may also require you to build your own IoT toolset.

Opportunity of a Connected Lifetime

We are at the dawn of a multi-billion dollar industry that will change almost every 
aspect of our daily lives. Technology giants like Google, Amazon and Apple are 
turning their focus to the connected home. Just like they have competed over the 
smartphone OS, they are now in an “interface race” that will determine who will 
own the home’s operating system.



How to Support the Internet of Things

10

W
H

IT
E

 P
A

P
E

R

A B O U T  A PPH E L P

AppHelp delivers solutions that “help” businesses and consumers be more 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.

Copyright © 2016 AppHelp Inc.   |  2050 Bleury Street, Suite 300 Montreal, QC, Canada H3A 2J5 

Ready to take your cloud business to the next 
level? Email us at apphelp.sales@appdirect.
com or visit www.apphelp.com.

And the IoT race is only getting started…

 As consumers’ digital lives become more complex, a trusted IoT advisor can bring 
them immeasurable value and peace of mind. ISPs are racing to support your 
customers’ connected lives and win the role of their trusted IoT advisor. If you win, 
you can blast past your competition and build a new level of customer loyalty.

Never Say “No” to a Customer Again

At AppHelp, we have been at the forefront of this IoT wave – providing tech 
support services for leading ISPs across North America and Europe. With our 
white-label PTSCX services, you can deliver exceptional end-to-end tech support 
for your customers’ connected lives. We offer all the call center resources, 
technology, tools and operational expertise you need to quickly and cost- effectively 
solve your customers’ IoT problems. We can help you provide customers with 

greater value and peace of mind, so you can become their trusted IoT advisor.

Someone is going to become your customers’ trusted 
IoT advisor. Will it be you?


