
Leveraging CX to Support Revenue Growth



BEFORE
WE BEGIN

●Attendees are in listen-only mode

●Use the Control Panel to access additional tools 

●Submit questions via the Questions Panel
 
●The On-Demand Replay of today’s webinar 

within 24 hrs on the FBA website under Events 
/ Webinars 

*Employees of member organizations may request a login to 
access webinar replays and website resources.
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Leveraging CX to Support 
Revenue Growth



Internet activation and setup
Consumer home internet: hardware and related apps

Wireless activation and setup
Wireless: device, eSIM, and data transfer

“Customer experience” is a loaded phrase

CRITICAL 
FOUNDATION

Connected home
Hardware and apps

Entertainment
Hardware and apps

Home security
Hardware and apps

VALUE ADDED 
SERVICES



22 connected 
devices,

up from just 9 in 2017.

Increasing pressure on your support teams

As of 2023, the 
average US household 
owns more than

500B

Number of internet-
enabled devices in 
use expected by 2030:

The smartphone (via mobile apps) serves as the 
central control hub for the connected home.



The evolution of interconnectivity and support
Support expectations years ago Support expectations today



Over 25 million support interactions 
annually

About Ozmo

Over 100K call center agents 
actively using

Domain expertise powers our single 
source of answers

Learn more at ozmo.com

https://ozmo.com/tech-support-solutions-for-home-internet-demo/


Connecting CX and revenue growth



Support models

Trusted support 
experts

Network only, refer 
elsewhere

White glove, premium 
service

Monetizing support: Key areas of opportunity  

White glove Proactive support Service-then-sell



Leaning into support: Three models

Trusted support 
experts

Network only, refer 
elsewhere

White glove, premium 
service

Monetizing support: Key areas of opportunity  

White glove Proactive support Service-then-sell



68% of consumers
will pay more for products and services from a brand known to offer 
good customer service experiences.

Service drives value

Higher customer 
retention 

Competitive 
differentiation 

Increased positive 
reviews

Offering a premium support experience



Premium customer care in action

Cox Complete Care
● 24/7 comprehensive technical support

● Proactive maintenance and enhanced protection

● Customer education and training



Service-then-sell model
Building trusted advisors through increased confidence

● Agents using Ozmo gain confidence in every interaction, becoming trusted 
advisors to customers. 

● This confidence is key to building rapport and trust, leading to improved sales 
outcomes.

“Those in the top quartile of engagement realize 10% higher customer metrics, 17% higher productivity, 20% higher 
sales and 21% higher profitability.” 

Gallup, State of the Global Workplace

Agent confidence Sales outcomes



Evidence from industry leaders

Bringing support into retail stores

Ozmo's solution led to a positive impact on CSAT and handle 
time, creating opportunities for sales growth.  

“Service then Sell”

Ozmo's solution led to an increase in resolution rates as well as 
higher satisfaction scores.



Proactive support
Connecting support messages to sales opportunities

● Anticipating customer pain points and needs before they arise

● Preemptive problem-solving & seamless onboarding to new services

● Tailored to specific customer journey points

82% of enterprise organizations rate their onboarding approach 
as a key driver of value.



Proactive support in action

Plume IQ - What’s the WiFi? Tips for the well connected host      

Plume



Leading indicator of sales & churn metrics

Net Promoter Score (NPS)
High NPS scores indicate satisfied customers who are more likely to make repeat 
purchases and provide positive referrals.

Customer Satisfaction (CSAT)
A high CSAT score reflects happy customers, leading to increased loyalty and 
sales.

Resolution Rate
A high resolution rate ensures that customer issues are effectively addressed, 
laying the groundwork for successful sales interactions.



What this means for you 

Turn necessary costs of support into revenue generation 
opportunities.

There is opportunity in the challenge.

Carriers who do this better will have better business 
outcomes.



Single source of answers

Support tools optimized for self serve and 
upsell in digital channels

Robust platform to empower your 
experts

Proactive education Self-serve troubleshooting Agent-assisted support

Where to start



The ideal support ecosystem: A comprehensive platform

1. Proactive 
support

2. Self-serve 
support

3. Assisted 
support

Personalized

Frictionless

Intelligent



Cause and effect of the supported customer 

Provide lifecycle 
tech support

Simplify initial 
setup

Onboard value-add 
services

Drive adoption, 
maximize value

Promote loyalty, 
retention



Thank you!
What questions do you have?

Daniel Fithian
daniel.fithian@ozmo.com
+1 (856) 889 - 8802

Visit ozmo.com to learn more.
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QUESTIONS
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REGIONAL
FIBER CONNECT

OCTOBER 8, 2024

Calgary, Alberta
Enabling Growth & 

Connecting Canadian Communities

Registration Now Open!



Upcoming FBA Webinars
Visit the FBA Website to discover & register for upcoming 

webinars & events  https://fiberbroadband.org/events/

Featuring Gary Bolton - FBA President & CEO 

Wednesdays at 10 AM Eastern

https://fiberbroadband.org/events/
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