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EXECUTIVE SUMMARY

As a business owner, it can be difficult to find expert advice on challenging business issues, especially when it comes to  
using technology to deliver outstanding customer service. For this report, we went straight to the source: analyzing the  
results of two different surveys that asked small and medium-sized businesses how they use technology to connect with  
their customers. We examined their best practices and documented them in this report so you can put them to use. 

Technology drives many business processes for the respondents in our survey, including boosting customer satisfaction.  
In fact, when asked what factors are important to their companies’ success, respondents of a Comcast survey (the majority  
of whom were the primary decision makers) cited increasing revenue, which was closely followed by improving the  
customer experience.1

Key takeaways of a second survey that targeted Comcast customers who are members of a Comcast Business Advisors 
panel include:

• Email and phone are the most popular methods for communicating with customers.

• There are a variety of reasons why businesses regularly communicate with their customers – the most popular are  
sending transactional notifications such as service updates and bill pay reminders. 40% of respondents also regularly  
send newsletters, articles, and other helpful content to customers.

• Facebook is the most popular social media platform for both B2C and B2B companies. For B2B companies, LinkedIn comes 
in as a close second.

• Fast Internet speeds are more important to small businesses than the service’s price – this underscores the critical 
role bandwidth plays in fostering (or hampering) businesses’ productivity and the increased importance of using online 
applications and services.

• Even though voice services are a traditional technology, they’re still important to 52% of business owners. Some business 
owners are taking voice a step further by using voice mobility services to stay in touch with their customers – regardless  
if they’re in or out of the office – with just one business phone number.

• Video services are also important to 53% of small businesses. Video services can take the customer experience to a  
new level by entertaining customers and keeping employees informed.

• Business owners say that giving their customers WiFi access and implementing secure cloud computing and security 
monitoring are their top goals for the next five years. 
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Methodology

This report summarizes the results from two surveys that were sent to business owners who work in a variety of industries 
and vertical segments. The first survey was sent to 2,000 Comcast prospects; 95% completed the survey and 63% work at 
companies that employ 50 or less people. 

The second survey we used in this report polled members of Comcast’s Business Advisors panel. This panel is comprised  
of roughly 4,000 Comcast Business customers who are mostly small and medium sized businesses. 227 respondents 
completed the survey, and the majority of them work at businesses that employ 1-10 people.

Get the Details

Read on for more insights into business owners’ thoughts and best practices for connecting with their customers and  
creating positive experiences. 

I. BUILDING CONNECTIONS WITH YOUR CUSTOMERS

Introduction

This section of the report details the best practices small businesses use for staying in touch with their customers. A variety  
of different communication methods are used, with email and phone being the most popular. Social media is also popular; 
B2B companies use different social media platforms to reach their audiences than B2C.

The small businesses in our surveys use a variety of methods to stay in touch with their customers, with email and phone 
being the most popular. Over half of businesses also text their customers. Given that 80% of Internet users have a mobile 
device, it’s wise to look for more opportunities to utilize texting. After all, 95-98% of texts are read within one minute of 
receiving the message, influencing mobile device owners almost immediately.2 
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Email is also the preferred way to communicate marketing and similar value-add, brand-building content. Landline, texting,  
and in-person visits are also used to promote discounts and special events.

Although the majority of communications are based on transactional information, such as service order updates or bill  
pay reminders, 40% of businesses also stay in touch by proactively sending relevant information via newsletters, articles,  
or other content. 

Overall, social media is more popular among businesses that sell to consumers (B2C) than businesses that service other 
businesses (B2B). The vast majority of B2C businesses use Facebook to communicate with their customers while B2B 
businesses use Facebook, LinkedIn and Twitter. 
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II. TECHNOLOGIES FOR BUILDING CUSTOMER CONNECTIONS 

Introduction

Small businesses use a wide range of technologies to connect with customers, keep employees productive, and run their 
day-to-day processes. One of the most critical technologies that small businesses use is the Internet, since it’s the linchpin 
behind so many operational tasks. In this section, we focus on which technologies business owners deem important – now 
and in the next five years. 

Internet Usage Drives the Need for Speed

With the Internet underpinning so many 
business tasks, it’s no wonder why business 
owners want faster Internet. Business  
networks require more bandwidth as a result  
of the explosive growth of the Internet and 
social networking. As we saw on the previous 
pages, communicating with customers – 
whether via email, text, or social media – all 
require the Internet. The rapid adoption of 
cloud-based applications also means that a 
fast, reliable Internet connection is critical 
for productivity, and acceptable bandwidth 
is needed to support the flood of connected 
devices such as mobile phones, laptops,  
tablets, and more. 

Technology Solutions | “Our Internet is so slow. I can’t get any work done!”
Comcast Business Gig-speed Internet removes limitations and lags when your network slows to a crawl.  
With Gig-speed Internet, you’ll get more power, capacity, and speed including the ability to:

• Download files in seconds, not minutes.

• Run online meetings in real-time.

• Get the bandwidth necessary for all your employees and devices to operate fast and efficiently.

• Gain faster connections to cloud applications and data that’s stored in the cloud.
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Voice Services are Still Important 

Even though voice is a traditional technology, 
it’s still important to 52% of businesses.  
To make your voice service even more useful, 
consider exploring voice mobility services so 
customers can reach you anywhere just by  
dialing your office phone number.

Technology Solutions | “How can I be reachable anywhere and never miss a call?”
With Comcast Business Voice Mobility, you only need one business phone number to stay connected, even when 
you’re not at your desk. Voice Mobility also helps you maintain a professional image, because your business phone 
number will appear on the other end of the line when you make outgoing calls from your mobile device. Examples of 
how Voice Mobility can improve your productivity include:

• Enables clients, vendors, and employees to use just one business phone number to reach you.

• Supports the transference of in-progress calls between your office and mobile phone.

• Eliminates privacy concerns about giving out your personal mobile number.

WHEN THINKING ABOUT YOUR BUSINESS  
INTERNET SOLUTION, HOW IMPORTANT  

ARE VOICE SERVICES TO YOU?

22%
Somewhat  
Important

52%
Extremely 

Important to 
Important

26%
Not  

Important



HOW SMALL BUSINESSES USE TECHNOLOGY TO DRIVE POSITIVE CUSTOMER EXPERIENCES 8

Video Services can Create  
Positive Customer and  
Employee Experiences 

Video is another area where businesses 
can connect with their customers, and 
correspondingly, 53% of small businesses  
say that video services are important.  
Forward-thinking businesses are using  
video services and TV monitors to  
entertain customers while they wait for 
appointments and to keep employees  
informed about important news.

Technology Solutions | “How can video services support my business?”
Using video services to access the latest news, finance, sports, and pop-culture trends is one way to stay competitive in 
today’s marketplace. Video services, like Comcast Business TV, include these benefits:

• Get up-to-the-minute information about critical events so your organization can respond quickly.

• Entertain your customers by providing video in waiting rooms, lobbies, and service areas. 

• Keep employees informed by installing TV services in break rooms and other common areas. 

WHEN THINKING ABOUT YOUR BUSINESS  
INTERNET SOLUTION, HOW IMPORTANT  

ARE VIDEO SERVICES TO YOU?
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Tighter Security and Providing WiFi for  
Customers are Top Goals for Next Five Years 

Small and medium businesses are becoming 
more customer-centric than ever, with 
21% of businesses saying that giving WiFi 
access to their customers is important to 
their organization’s growth. Security is also 
paramount; implementing secure cloud 
computing and security monitoring are top 
goals for businesses to implement in  
the next five years. 

Technology Solutions | “How do I keep a close watch on my business while I’m away?”
Video monitoring can be an essential part of your business’s security strategy. With the right solution, you’ll have  
24/7 video and recording so you can remotely watch for suspicious events through an Internet-connected device.

An advanced video monitoring solution can also offer these benefits:

• Gives you peace of mind in the camera’s quality − day and night. This is especially relevant for outdoor cameras 
which are constantly exposed to external elements. 

• Reduces internal and external theft while minimizing liability and keeping customers and employees safe. 

• Saves your video footage off-site, using cloud-storage, to ensure its safety in the event of fire, flood, natural disaster, 
or break-in so you’ll have visual evidence for investigations. 

IN THE NEXT FIVE YEARS, WHICH OF THE FOLLOWING 
TECHNOLOGY SOLUTIONS DO YOU FORESEE NEEDING FOR 

BUSINESS GROWTH? SELECT ALL THAT APPLY.
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Conclusion

Even though small and medium-sized businesses use a variety of best practices for staying in touch with customers, their 
goals are the same: create positive customer experiences using the best technology for the job. Email and phone are the 
most popular technologies for standard business transactions, such as sending payment notifications. Marketing outreach 
activities, like newsletters, are primarily conducted using email.

The Internet is a critical part of businesses’ infrastructure, because it’s a major driver for high customer satisfaction and 
employee productivity. Businesses are acutely aware of this and cite slow Internet speed as a major reason for being 
dissatisfied with their current Internet service – even more than price. They also recognize that online access is important  
to their customers, so the majority plan to offer their clients WiFi services in the next five years.

Some businesses are also exploring more advanced technologies such as voice mobility, Gig-speed Internet, video  
services, and video monitoring. These services have the potential to increase productivity, drive efficiencies, and boost 
customer satisfaction.

Learn More

To learn more about how to best connect with your customers, contact Comcast Business. We can asses your business  
needs and recommend the best technologies for creating outstanding customer experiences. 

Visit comcastbusiness.com or call 800-391-3000.

1 Comcast Business Survey, Intelligent Demand, 2017. 
2 “25 Amazing Stats that Should Convince Your Business to Adopt Text Messaging,” Trumpia Blog, February 2016.

Restrictions apply. Internet: Gig speed may not be available in your area. Connection type, device capabilities and other factors affect speed. Actual speeds vary and are not guaranteed.  
TV: Depending on package, may be available for private viewing venues only and may not be available for public viewing areas such as bars, restaurants or residential addresses. © 2018 Comcast. 
All rights reserved.


