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Businesses look to many sources for advice. They seek help from trusted advisors on financial matters, 

real estate inquiries, employee benefits, insurance selection and many other items that are necessary for 

the efficient operations of a business.  

In partnership with CSG, MachNation surveyed over 800 businesses worldwide about their technology, 

communications and support needs. We wanted to understand the types of trusted advisors that business 

customers use for their technology needs. These insights and many more are in our Global Business 

Services Survey 2014. 

In this article, we will discuss the types of trusted technology advisors that businesses use and what CSPs 

should do to create a broad, consistent support ecosystem for their business customers. In the next piece 

of MachNation/CSG research, we’ll discuss some of the types of support that businesses will want in the 

digital business future. 

Top findings 

Businesses seek technology advice from myriad sources – some internal to their firms, but plenty external. 

See figure 1. 

Figure 1: Percentage businesses seeking support for communications services problems by channel of 

support; SMEs and large enterprises, n= 823 [Source: Global Business Services Survey 2014, MachNation, 

2014] 
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58% and 36% of enterprises and SMEs, respectively, seek help from their internal IT departments when 

problems arise. The IT department is understandably the “go to” technology organization inside large 

enterprises. Given the technology complexity of most large enterprises it is reasonable to expect that an 

internal organization would handle most challenges. At smaller sized enterprises, the IT department can 

be very small. Rarely do SMEs have enough IT staff to handle technology and communication challenges. 

So expect SME employees to turn to external sources when problems arise. 

Telephone support centers are still the most common support channel for business customers. 59% and 

60% of large enterprises and SMEs, respectively, turn to this channel when needing technology and 

account support. The real-time communications possible with voice communications makes a call-center 

still the most used channel for resolving technology problems for businesses.  

Businesses – especially large enterprises -- are beginning to use technology websites and online user 

groups to help resolve technology problems. In some segments, over 30% of businesses are willing to 

use these Internet-centric tools to resolve problems. MachNation believes that this online-savvy segment 

of the market represents early adopters of self-care and self-help technology solutions – a topic we will 

be discussing in our next MachNation/CSG article. 

14% of SMEs use friends and family to help solve technology and communications problems. These 

businesses often turn to close friends or family to help with all sorts of technology problems including PC 

support, security issues, communications, networking, web hosting, e-commerce, online marketing and 

countless others. Sometimes the advice is good, sometimes it isn’t. But almost always, SMEs often put a 

lot of trust in these ad hoc technology advisors. 

A CSP’s retail stores used to be viable venues for SMEs to obtain support, but this is not the case 

anymore. In fact, the retail store environment has become so infatuated with consumer devices, that 

obtaining any technology support is not feasible. The stores do not present a professional environment 
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where business customers can interact with knowledgeable staff. We anticipate even fewer businesses 

using the retail channel to obtain support over the next 3-4 years. 

So what should CSPs do to take advantage of technology support channels for large enterprises and SMEs? 

Recommendations for Communications Service Providers 

The best CSPs create consistent support tools, branding and a customer-experience process across as 

many channels as possible. Having broad, consistent delivery of trouble resolution and support to business 

customers is vitally important in ensuring high business customer satisfaction. As we learned in a prior 

piece of research, if businesses experience more than 2 problems in a 12-month period they are more 

likely to share their dissatisfaction publicly. The crafting of tools to support these channels – call center, 

online, retail store and indirect channel partners – will help business customers engage with a CSP through 

whatever channel is convenient. 

In addition, the best CSPs will dedicate staff to support the growing importance of online support channels 

– online user groups and technology websites. Both of these channels have become rich vehicles for 

engaging with customers especially when CSP representatives are monitoring these groups and can 

answer questions, provide recommendations and direct questioners to other CSP online resources. The 

use of these types of Internet-centric support communities are quite common in the IT world and we 

anticipate they will become increasingly important as IT and communications technologies continue to 

merge inside enterprises. 

Finally, the best CSPs have well-designed online tools to assist an enterprise IT group in addressing 

technology problems. These tools should give as much visibility to the IT organization as possible – 

allowing an enterprise IT employee to research, trouble-shoot and solve problems as they arise. The tool 

should allow online, voice and video communications to a CSP’s technical and customer service staff. 

Strong BSS and OSS support these types of tools and the information contained in them. 

Conclusion 

While businesses use internal IT staff to resolve many technology problems, they are highly like to also 

turn to external sources for help. Because businesses seek help from so many sources it is important that 

CSPs create a consistent and broad support plan for business customers. This should include consistent 

branding/marketing, accessible technology tools and dedicated support of online communities. Well 

implemented and supported BSS/OSS aid in the delivery of these tools and much of the necessary account 

and usage information to support business customers. 

See more MachNation research on customer satisfaction and business challenges on CSG’s Insights blog. 
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