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1. Overview

B2B technology companies face customer support demands that are unlike
those in most industries. Their customers - engineers, procurement, and
developers - ask highly technical questions that require deep product knowledge
and timely, accurate answers. Traditional chatbots or generic Al assistants fall
short because they lack access to proprietary documentation, historical support
data, and the context required for complex problem solving.

An enterprise-grade Al support platform changes this dynamic. Purpose-built for
B2B tech, it integrates directly into existing workflows, continuously ingests
product knowledge, and learns from every interaction. The result is a system that
can provide fast, consistent, "engineer-grade" answers across all support
channels—whether in a ticket, a live chat, or embedded within a product.

The benefits are both operational and strategic:

.
Lower Support Costs

By deflecting repetitive inquiries and accelerating resolution of complex cases,
support teams can handle higher volumes without increasing headcount.

\
(

Al support provides an elastic layer of capacity, ready to absorb spikes in
demand after releases or outages without overwhelming engineers.

\

( . .
Improved Customer Satisfaction

Customers receive accurate, immediate responses, improving trust,
accelerating design wins, and increasing loyalty.

\

By analyzing support interactions at scale, Al surfaces recurring issues,
helping product and support leaders identify systemic problems and prioritize
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improvements.

For B2B tech companies, this isn't just an efficiency play. It is a way to deliver
enterprise-grade support that matches the complexity of their products and the
expectations of their customers.
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2. Unique Needs for B2B Tech Companies

B2B technology companies face customer support challenges that differ sharply
from those in consumer industries. While an airline might field high volumes of
questions about flight status or baggage policy, B2B tech firms handle queries
that often cover a broad range of products and demand far deeper technical
expertise. Their customers are often engineers, orn developers asking highly
specific questions about product configuration, integration, and performance.
Meeting these expectations requires support systems that go far beyond generic
chatbots.

Depth of Product Understanding

Enterprise customers expect answers that reflect a deep grasp of complex
products. Support Al must function like a Tier-2 engineer who has read every
manual, reviewed every past case, and understands the nuances of different
product versions. Unlike consumer sectors where scripted responses may
suffice, B2B tech support requires solutions rooted in highly specialized
knowledge.

Breadth of Documentation

B2B products are accompanied by extensive documentation: technical manuals,
developer guides, release notes, configuration instructions, and compliance
materials. This creates a vast, constantly evolving information surface. Support
Al must not only ingest these materials but also structure and retrieve them
effectively, surfacing the right detail at the right moment.

Volume of Unstructured Data

Much of the institutional knowledge in B2B tech lives outside formal
documentation — in support tickets, community forums, chat logs, and
engineering notes. This unstructured data is critical for solving real-world
customer problems. Al systems need to parse and learn from these sources,
converting "tribal knowledge" into consistent, reliable answers.

O ept Al Al Support for B2B Tech Product Companies Page 4



Diversity of Questions

The scope of B2B support questions is exceptionally broad. A single company
may face inquiries ranging from installation troubleshooting and APl usage to
security compliance and performance optimization. Each of these requires
different levels of depth and context. Support Al must adapt seamlessly, handling
repetitive Tier-1 tickets while also assisting engineers with edge-case issues.

Higher Stakes and Expectations

Finally, the consequences of getting answers wrong are far more serious in B2B
technology. A delayed or incorrect response can halt product deployments,
reduce uptime, or jeopardize multi-million-dollar contracts. Customers expect
precision, reliability, and context-aware guidance that generic chatbots cannot
deliver.
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3. Critical Requirements for Enterprise Al Support

Enterprise B2B technology companies cannot rely on generic chatbots. Their
support environments are more complex, more regulated, and more mission-
critical than in most industries. To deliver measurable business impact, an Al
support platform must meet five critical requirements.

.
Deep Product Knowledge

At the core of enterprise support is technical depth. Customers are not asking
'How do | reset my password?'—they are asking why a firmware update is
failing, how to configure APlIs, or how to integrate a product into an product or
an enterprise environment.

An effective Al platform must function like a virtual Tier-2 engineer, steeped in
the company's product documentation, specifications, and release notes. It
should also be capable of parsing unstructured content—code snippets,
troubleshooting logs, forum discussions—so that answers go beyond surface-
level FAQs.

Key capabilities include:

+ Product Documentation: Access to manuals, specs, and release notes
+ Code Analysis: Understanding of code snippets and error logs
+ Context Awareness: Knowledge of version differences and dependencies

+ Technical Depth: Engineer-grade answers, not generic responses

This depth is what differentiates product-aware Al from generic Al
assistants. For example, when a networking company rolls out a new
release, the Al should know the version differences, error codes, and
dependencies—allowing it to answer complex, contextual questions with
precision.
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Automatic Ingestion & Continuous Integration

Enterprise products evolve quickly. New releases, patches, and feature
updates happen on a weekly—or even daily—basis. Al support cannot remain
static.

A critical requirement is automatic ingestion of content across systems:
Confluence, SharePoint, GitHub repos, support portals, and more. Instead of
waiting for manual updates, the Al continuously synchronizes with these
sources, ensuring that its knowledge reflects the most recent product state.

This 'always up-to-date' capability means that when a new knowledge base
article or API change goes live, the Al can use it immediately. This eliminates
the lag time that often frustrates customers and agents, while reducing the
burden on content teams to keep Al systems current.

Self-Learning from History

Support excellence requires learning not just from documentation, but also
from experience. Every ticket, chat transcript, and resolved case is a valuable
data point.

An enterprise-grade platform must be able to anonymize and learn from
historical tickets, capturing solution patterns and applying them to new cases.
It should also compare Al answers to human agent responses, refining its
approach based on feedback and edits.

Over time, this creates a virtuous cycle: solved tickets feed back into the
knowledge base, which improves Al accuracy, which reduces future ticket
volume. Instead of being a static tool, the Al becomes a continuously
improving expert—mirroring how human support engineers grow more
capable as they encounter more scenarios.
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No enterprise will adopt Al at scale without visibility and control. Leaders need
to know: How accurate is the Al? Where is it succeeding? Where is it failing?

That's why Al Performance Management is essential. The platform must
provide dashboards that show deflection rates, accuracy scores, customer
satisfaction metrics, and confidence thresholds. More importantly, it should
allow managers to drill into any individual answer—seeing the sources cited,
the confidence score assigned, and the feedback received.

With this level of transparency, support leaders can make informed decisions.
They can adjust automation thresholds (e.g., 95% confidence for enterprise
customers, 85% for trial users), review flagged answers, and provide direct
feedback to guide Al improvements. This closes the loop, ensuring that the
system doesn't just operate—it improves under supervision.

Enterprise Permissions & Governance

Large B2B technology companies often operate across multiple divisions,
product lines, and regions. Each has unique needs, policies, and security
requirements.

An Al support platform must respect this complexity with granular role-based
permissions. IT teams need administrative access. Regional support leaders
may need visibility into their product lines but not others. Agents may need co-
pilot access but not system controls.

Equally important is governance across channels. A telecom division may
want different confidence thresholds and Al settings than a semiconductor
product line. The platform must allow administrators to configure, monitor,
and refine Al behavior by group, division, or channel—ensuring compliance
with both corporate policy and customer expectations.

This level of control prevents the Al from being a 'black box.' Instead, it
becomes a governed system that enterprises can trust to operate at scale.
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Why These Requirements Matter

Taken together, these five requirements ensure that Al support platforms deliver
enterprise-grade outcomes. Without deep knowledge, answers lack credibility.
Without automatic ingestion, responses become outdated. Without learning from
history, the Al stagnates. Without performance management, leaders lose trust.
Without permissions, governance and security break down.

For enterprise B2B tech companies, these aren't "nice-to-haves." They are non-
negotiable. Meeting them is what transforms Al from a pilot project into a core
part of the customer support strategy.
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4. Business Impact

The technical capabilities of an Al support platform ultimately matter because of
their impact on the business. For B2B technology companies, support is not just
a cost center—it is a driver of customer loyalty, retention, and product adoption.
When executed at scale, Al support platforms deliver measurable outcomes
across four dimensions: cost efficiency, scalability, customer satisfaction, and
actionable insights.

Cost Efficiency

Support operations are one of the largest ongoing expenses for enterprise
technology providers. Al support directly reduces these costs by automating
repetitive work and accelerating resolution for complex cases.

+ Ticket Deflection: Virtual agents embedded in chat widgets or ticket forms
can instantly resolve common issues (e.g., known error codes, licensing
questions, password resets). Early deployments show 15-40% of tickets
resolved before reaching a human agent, reducing frontline staffing needs.

+ Faster Resolution Times: When tickets do reach agents, Al-driven draft
responses cut research time dramatically. A task that once took 30 minutes
can now be completed in 2—-3 minutes with Al assistance. Across thousands
of tickets, this translates into millions of labor minutes saved annually.

+ Reduced Escalations: By providing accurate, engineer-grade answers, the Al
prevents unnecessary escalation to Tier-2 or engineering teams, which are
often the most expensive resources.

Taken together, these efficiencies translate into 10-25% lower support operating
expenses (OPEX). For global enterprises, even the low end of this range
represents millions in annual savings. Many organizations report achieving full
ROl in less than a year.
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Scalability & Elastic Capacity

B2B tech companies often experience sharp swings in support demand—after a
major release, during outages, or as their customer base expands globally.
Scaling headcount linearly is not feasible.

Al support platforms provide an elastic layer of capacity:

« They absorb ticket surges by auto-resolving routine issues and clustering
related tickets for easier handling.

+ They extend coverage to a 24x7 global footprint without requiring a
proportional increase in staff, ensuring customers in every time zone can get
help immediately.

« They allow organizations to grow customer counts and product portfolios
without overwhelming support operations.

For example, one enterprise software firm faced a 200% increase in ticket volume
after a major release. Instead of doubling headcount, the Al system auto-resolved
nearly one-third of incoming requests and prepared drafts for the rest, enabling
the existing team to stay on top of demand.

Customer Satisfaction & Retention

Support is often the most direct and frequent touchpoint customers have with a
company. Poor experiences risk damaging trust, while exceptional support can
be a differentiator.

Al support platforms enhance satisfaction by delivering:

+ Faster Response Times: Customers receive immediate, accurate answers for
routine issues, and faster first responses for complex tickets. This reduces
wait times from hours to minutes.

+ Consistent, Accurate Answers: Al ensures every response references
approved documentation and past solutions, eliminating variability in tone or
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accuracy that can occur across human agents.

* 24/7 Availability: Customers no longer need to wait for business hours or
regional support shifts—the Al provides real-time assistance whenever
needed.

Enterprises that deploy Al report 20—-30% faster resolution times and significant
improvements in CSAT and NPS. In some cases, NPS rose by more than 30
points within months of rollout, driven by customer appreciation for speed and
reliability.

Actionable Insights for Product & Business Teams

Al support platforms don't just answer questions—they also analyze them at
scale. This generates a new class of insights that drive continuous improvement:

+ Trend Detection: Clustering incoming tickets highlights recurring issues after
releases, enabling product teams to prioritize fixes before they escalate.

+ Customer Risk Signals: Repeated inquiries from a single account can indicate
churn risk, allowing customer success teams to intervene proactively.

+ Content Gaps: When Al cannot find answers, it flags missing documentation
or knowledge base articles, guiding content strategy.

For example, one networking company used Al to identify a recurring firmware
error code within days of release. The insight allowed engineering to issue a
hotfix before the issue generated a major backlog. The same analysis also
highlighted gaps in the support knowledge base, prompting the creation of new
articles that immediately reduced future ticket volume.

Why It Matters

The business impact of Al support extends far beyond efficiency. By lowering
costs, scaling capacity, improving customer experiences, and generating
actionable insights, Al transforms support from a reactive burden into a strategic
advantage.
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For B2B tech firms, this means:

« Lower operational risk during growth or crises

* More satisfied and loyal customers

+ Faster feedback loops into product improvement

+ A support function that can keep pace with the complexity and scale of

enterprise technology

In short, Al support platforms turn customer support into a lever for profitability
and competitive differentiation.
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5. Case Study: Cambium Networks

Overview

Cambium Networks, a publicly traded networking company serves a global

customer base with complex wireless infrastructure products. Their support

team manages thousands of highly technical tickets each month through

Zendesk, addressing issues that range from hardware deployment to software
configuration.

As product complexity and customer volume grew, Cambium faced a challenge

familiar to many enterprise B2B tech firms: how to scale technical support

capacity without increasing costs or sacrificing quality. The answer came from
integrating ept Al's product-aware support platform directly into their Zendesk
environment.

e

-

Company Profile
@ Cambium Networks

Type: Publicly traded networking company

Industry: Wireless infrastructure and networking

Challenge: Scale technical support without increasing costs
Solution: ept Al integration with Zendesk

Results: 30% NPS increase, faster resolution times

The Challenge

Cambium's Global Service Operations team, led by Director Joe Faurote, needed

to solve four pressing problems:

1.

£Hept Al

Slow Response Times — Support engineers often spent 20—-30 minutes per

ticket searching across manuals, forums, and historical cases.
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2. Inconsistent Quality — Different agents provided different levels of detail and
accuracy, leading to uneven customer experiences.

3. Complex Technical Queries — Customers expected engineer-grade answers,
not generic chatbot responses.

4. Cost Pressure — Cambium needed to optimize Zendesk license usage and
reduce the overall operational expense of handling ~3,000 tickets per month.

Given these requirements, any Al solution had to integrate seamlessly with
Zendesk, respect existing workflows, and provide accurate, product-specific
answers that customers and agents could trust.

The Solution: ept Al Integration with Zendesk

Cambium deployed ept Al's Technical Product Al, purpose-built for complex B2B
support. The integration enabled Zendesk to become a smarter, more efficient
platform without disrupting established processes.

+ Al-Powered Draft Responses: Each new ticket in Zendesk was automatically
pre-filled with an initial draft answer generated by ept Al. Agents could quickly
review, edit, and send the response—cutting research time dramatically.

* Interactive Al Support: For advanced queries, agents used the ept Al app to
refine answers in real time. By pasting in logs or technical error descriptions,
they could generate more accurate, context-specific responses within
seconds.

+ Knowledge Integration: ept Al ingested Cambium's product manuals,
technical documentation, historical ticket archives, distributor notes, and
community forum content, ensuring that answers were grounded in verified
sources.

+ Seamless Workflow: Because ept Al was embedded into the existing Zendesk
interface, agents did not need to learn new tools or change their workflow—Al
assistance appeared directly in the environment they already used daily.

The result was a hybrid model: Al handled the repetitive or known issues, while
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human agents used Al-generated drafts and context to accelerate resolution of
more complex cases.

Results & Impact

The integration produced measurable business outcomes within the first few
months:

+ Increased Productivity: Cambium'’s support team processes ~3,000 tickets
per month, averaging 100—150 tickets per weekday. With ept Al providing
first-draft answers, agents cut handling times significantly, enabling the same
team to manage growing volume without additional headcount.

+ Faster Resolution Times: Initial responses that once took 30 minutes were
reduced to under 5 minutes, thanks to Al pre-fills and context retrieval.

+ Improved Customer Satisfaction: Cambium reported a 30% increase in Net
Promoter Score (NPS), reflecting faster, more accurate, and more consistent
support experiences.

+ Operational Efficiency: By streamlining workflows and reducing manual effort,
Cambium optimized their Zendesk seat usage, lowering license costs and
redeploying agents toward higher-value work.

+ Higher Responsiveness: With ept Al providing instant draft answers,
customers received quicker replies, reducing wait times and improving
resolution speed across the board.

'We've seen a 30% increase in Net Promoter Score since we
began using ept Al

— Joe Faurote, Director, Global Service Operations
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Future Plans

Encouraged by these results, Cambium is expanding the role of ept Al across its
support ecosystem:

+ Ticket Deflection: Al-generated answers will soon appear on the ticket
submission page, enabling customers to resolve common issues before
tickets are ever filed.

+ Community Forum Co-Pilot: Support staff managing forums will use Al co-
pilot features to accelerate responses, ensuring that community posts receive
fast, accurate replies.

+ Continuous Learning & Feedback Loops: Agents will rate Al-generated
answers with thumbs-up/down feedback, enabling the Al to refine its future
responses and close knowledge gaps automatically.

Conclusion

Cambium Networks transformed its support operations by integrating ept Al's
Technical Product Al with Zendesk. The results—30% higher NPS, faster ticket
resolution, reduced costs, and greater scalability—demonstrate the tangible
impact of enterprise-grade Al in technical support.

By combining Al-powered automation with human expertise, Cambium has built
a support function that is faster, more consistent, and more cost-efficient. As
they expand Al into ticket deflection, forums, and continuous learning loops,
Cambium is well-positioned to scale globally while maintaining the high
standards their enterprise customers demand.
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Ready to Transform Your Support
Operations?

See how Al Support can accelerate your team's productivity and
customer satisfaction.

Schedule Your Demo
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https://go.ept.ai/meetings/eptai-demo/ept-ai-demo?utm_source=whitepaper&utm_medium=html&utm_campaign=ai-support&utm_content=ai-support&utm_term=ai-support
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