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Mavenoid — 5 tips for scaling your tech support

Ready, set, scale

Scaling a business comes with growing pains.  

Between launching new products, expanding into foreign 
markets, and tackling problems that arise along the way, you’re 
already stretched thin with dozens of daily tasks—and meeting 
increased customer service demands can feel like an 
impossible feat.

But hardware companies can’t afford to overlook customer 
experience as they grow. Customers are what keeps your business 
running, so it’s essential to continually provide phenomenal 
support as you scale. 

Naturally, a bigger company means a bigger customer base and 
more tech problems that need solving. At the end of the day, the 
truth is simple: if you don't scale your support to give customers 
speedy resolutions, they'll go elsewhere.  

Ready to ensure an excellent customer experience at every stage 
of growth? In this guide, we’ll share five actionable strategies to 
help you scale without compromising customer service.  

Let’s get started. 
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Tip 1: Prioritize  
self-service
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Did you know that the average consumer spends a staggering  
43 days of their life waiting on hold when calling support? That’s 
not exactly the recipe for an excellent customer experience.

“Give a man a fish, and feed him for a day. Teach a man to fish, 
and feed him for a lifetime.” Remember that old adage?  
Well, turns out it couldn’t be truer in the world of tech support. 

If you want to scale your support, relying on manpower alone isn’t a 
viable option. No matter how savvy or sociable your human agents 
are, they have inherent limitations.  

After all, there are only so many agents available to assist 
customers at once, which can lead to lengthy hold times and 
widespread dissatisfaction. 

43 days 
on hold

https://www.marketwatch.com/story/the-average-american-will-spend-43-days-of-his-life-on-hold-2016-02-04
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As you might have guessed, this is where self-service enters the 
equation. Tools like intelligent product assistants simultaneously 
expand your support capabilities and improve customer 
satisfaction, empowering customers to independently resolve 
issues whenever and wherever they want.  

Rather than waiting on hold, customers can instantly access any 
information they need in the moment—then click away feeling 
accomplished, not aggravated.  

It’s no secret that easy, instant solutions are everything in the modern 
era. According to Harvard Business Review, 81% of customers first 
attempt to take care of matters themselves before reaching out to a 
live customer service representative—and Statista studies show that 
89% percent of U.S. consumers expect companies to have an online 
self-service support portal.  

What’s more, 33% of U.S. customers would consider switching 
companies immediately following a single instance of poor service. 
The bottom line for businesses? If you don’t offer self-service, 
customers will happily seek out a competitor that does.  

The choice is yours.
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https://hbr.org/webinar/2016/12/how-to-fix-customer-service
https://www.statista.com/statistics/810374/share-of-customers-by-if-they-expect-brands-to-have-a-self-service-portal/
https://business.americanexpress.com/sg/business-trends-insights/thought-leadership/american-express-global-customer-barometer-2017
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Tip 2: Accelerate 
automation

Picture this: a customer is hard at work on their laptop when 
suddenly, the device dies. Desperate to fix the issue, they call your 
company’s tech support line and spend 45 minutes on hold—only 
to learn the solution is simply restarting their computer. 

Not only is this scenario frustrating for customers and agents alike—
it’s also completely avoidable with automated tech tools. Beyond 
increasing customer satisfaction, solutions like self-service boost 
productivity among support teams by taking simple and repetitive 
tasks off of agents’ plates. (Because let’s face it: no agent should 
ever spend time telling someone to restart their computer.)
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Support teams 
spend 78% of 

their time 
troubleshooting
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In analyzing 8,000+ support tickets across 12 different  
product categories, Mavenoid found that support teams spent  
a staggering 78% of their time troubleshooting. The writing is  
on the wall: constant troubleshooting is a waste of time for 
human agents. 

Fortunately, an automated support flow can put precious hours 
back in everybody’s day, allowing staff to move past mundane tasks 
and focus on more complex challenges.  

By rapidly sorting incoming requests faster than any human could, 
automated support solutions help teams work more efficiently—
filtering out tickets that aren’t worth escalating to human agents 
and flagging ones that will require additional support.  

Best of all, automation means you can increase your support 
capabilities without increasing headcount—a win-win for companies 
looking to scale while remaining cost-effective.  
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Tip 3: Speak your 
customers’ language

Every entrepreneur dreams of expanding their business into 
new markets. 

When executed properly, market launches can send growth 
skyrocketing by opening your products to an entirely new pool of 
prospective customers. However, companies can’t successfully 
expand into foreign-speaking markets without one key innovation: 
multilingual tech support. 

Studies show that 70% of customers feel more loyal to companies 
that offer support in their native language—so while putting 
multilingual support on the back burner may seem like a minor 
decision, it can have major consequences.
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70% of customers feel 
more loyal to companies 
that offer support in 
their native language

https://www.intercom.com/blog/multilingual-support-stats/
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Without multilingual support, foreign-speaking customers will 
inevitably hit a wall. They won’t be able to resolve their issues due to 
the language barrier. Frustrations will crop up. Churn will increase. 
Retention will become a recurring challenge in foreign markets.  

You may be wondering how to address the need for multilingual 
support when scaling. While hiring foreign-speaking agents is an 
option, it’s not a smart or sustainable one. Adding more people to your 
payroll can be extremely costly, and constantly burning cash on new 
employees isn’t the best solution as you scale. 

Instead of increasing headcount, consider using this opportunity to 
integrate more automated solutions into your tech stack, like modern 
tools that provide multilingual support in dozens of languages.  
By helping you effortlessly speak your customers’ language, smart tech 
solutions empower your company to expand globally while providing an 
excellent customer experience. 
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Take the outdoor power equipment company Husqvarna, for instance. 
By leveraging Mavenoid’s multilingual support technology, they were 
able to offer instant, personalized customer support in nine markets 
and four languages. As Husqvarna’s AI Lab director put it, “Mavenoid 
gives us the ability to scale automated support to all our markets, 
without losing the local and personal touch Husqvarna is known for.”
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Mavenoid gives us the ability to scale 
automated support to all our markets, 
without losing the local and personal 

touch Husqvarna is known for. 

Girish Agarwal 

AI Lab director, Husqvarna Group

Remember: No matter what you’re selling, customers want to do 
business with companies who care—and one way you can make a 
great impression is by speaking their language as you scale. 
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Tip 4: Scale with 
strategy

Hiring may be your first instinct when scaling tech support 
—but as mentioned earlier, it’s not always the smartest answer.  

Instead of immediately increasing headcount as you expand, look 
inward and consider whether there’s room to optimize your existing 
tech support operations. For instance:  
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Are your agents working efficiently, or wasting 
time troubleshooting repetitive requests? 

Could automation free your agents up to focus 
on more challenging tickets? 

How much money would you save by choosing 
not to hire? 
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As you scale, it’s important for your team to work smarter—not 
harder. For many companies, that means adopting a hybrid support 
model that leverages AI and human agents to optimize the  
support experience. 

By resourcing smart technology and people, companies can reap  
the benefits of both. On the one hand, automated AI solutions offer 
speed and cost savings that accelerate growth. On the other hand, 
human agents provide a personal touch for users who prefer this 
option—ensuring your business serves everyone as you scale. 

The end result? A foolproof strategy that streamlines operations and 
brings the customer experience full circle—meeting users where they 
are to provide the right level of support, at the right time, during any 
stage in your growth journey. 

https://blog.mavenoid.com/hybridsupportguide/
https://blog.mavenoid.com/hybridsupportguide/
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Tip 5: Monitor, 
measure, and adjust

Successful companies don’t operate in the dark.  

As you scale, it’s essential to collect customer data every step of 
the way—continuously measuring the effectiveness of your 
support and making adjustments accordingly. 

After all, knowledge is power in the world of tech support.  
By proactively surfacing customer pain points, companies can equip 
themselves with the feedback needed to fuel forward momentum.  

In practice, transforming insights into action might mean allocating 
additional resources to a support avenue that’s working particularly 
well—or pivoting away from one that’s not.  

For example, research suggests that businesses who offer video calls 
for customer service see a staggering 70% decrease in customer 
drop-off rates. If data shows that your customers are consistently 
seeking video support and enjoying the experience, then you might 
consider investing more in expanding and strengthening that specific 
support channel.
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https://blog.mavenoid.com/product-support-is-about-pain/
https://birdeye.com/blog/how-to-use-video-call-for-customer-service-in-2021/
https://birdeye.com/blog/how-to-use-video-call-for-customer-service-in-2021/
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Fortunately, modern technology makes the feedback collection 
process easier than ever. For instance, there are intelligent tools 
that use AI to automatically surface actionable feedback from chat 
logs and take hours of tedious work off your plate.   

At the end of the day, constant improvement is imperative in the 
customer experience era. A recent study by Khoros found that 
customers are much more loyal to brands that resolve their 
complaints—so monitoring, measuring, and adjusting your support 
approach will be one of the most important steps as you scale.

83%
of customers feel more loyal to brands that 

respond and resolve their complaints

https://khoros.com/blog/must-know-customer-service-statistics
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Scale smartly with 
Mavenoid

Ready to guide strategic growth? Mavenoid is here to help.  

Purpose-built to support users of physical products, 
machines, devices, and gadgets, Mavenoid powers tech 
support for the world’s most iconic brands. On our platform, 
teams have access to several top features that help them 
scale with success: 

 
  Intent Recognition 

automatically understands and resolves customer questions to 
save your agents time. 

  Localisation 

helps you support customers from across the globe,  
even if you don't have a multilingual team. 
 
  Flow Advisor 

identifies the most impactful areas for improvement  
in your current support model. 

  Mavenoid Copilot 

makes your agents more knowledgeable, fast,  
and confident than ever before.
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Get a free demo

Around the world, tech support teams lean on 
Mavenoid to help them provide an excellent 
customer experience at every stage of growth. 
If you want to ensure unwavering product 
support as you scale, try Mavenoid today. 

Try Mavenoid 
for yourself

https://www.mavenoid.com/en/request-demo/

