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Background and Company Performance 

Industry Challenges 

The Customer Experience Context 

 

Based on ongoing research and advisory engagements, Frost & Sullivan has identified the 

implementation of a differentiated Customer Experience as an increasingly important 

business strategy. One way in which companies are differentiating their services is by taking 

that experience to the customer’s finger tips by leveraging innovative technologies in the 

mobile device and digital space. Focusing here makes a great deal of sense. After all, 

society is wandering into a Digital Age where customers are growing ever more connected. 

And it’s not just the customers that are becoming more connected. As the Internet of Things 

takes hold, everything from home appliances to heavy machinery to environmental control 

systems contain embedded hardware and software. Objects that were once purely 

mechanical are now digital, and more complex.  

 

Against the backdrop of increased product complexity, Digital Age customers have become 

more demanding of support, one of the most important elements of the overall Customer 

Experience. Their expectation is that problems should be resolved quickly, with minimal 

“heavy lifting” on their part. They do not want to have to repeatedly describe their problem 

if an issue needs to be escalated. They do not want to become technical experts, 

knowledgeable about hardware, software, and interconnectivity. And they do not want the 

burden placed on them of communicating fluently during problem troubleshooting. When a 

customer is experiencing technical difficulties, they’re generally impatient and frustrated – 

conditions that can result in a Customer Experience that rapidly deteriorates, and with it 

diminished customer satisfaction and retention. And in today’s world of social media, word 

about a poor support experience can and will spread fast. 

 

Within the context of improving the Customer Experience, especially when it comes to 

customer support, is the imperative that a company’s support center must have expert 

staff, and that expert staff must be properly equipped with sophisticated remote support 

solutions that enable them to better assist customers. Given the complexity of today’s 

products, and the high level of customer expectation, finding the right solution – one that is 

intuitive to use for both call center agents and customers - can be a challenge. 

 

One way to help overcome this challenge is to take advantage of the one arena in which 

most of today’s customers are plenty tech savvy: use of their mobile device. While 

customers will seldom want or need to become product experts in your products, most are 

more than willing to engage with contact center agents to solve their problems. Exploiting 

the capabilities of a customer’s mobile device so that it can become a part of problem 

diagnosis and resolution, whatever the product, improves first call resolution, decreases 

support center costs, and heightens the overall Customer Experience – a key factor when it 

comes to customer satisfaction and loyalty. 
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Innovating with Video 

 

As LogMeIn notes, the latest version of Rescue Lens is a solution aimed at “seeing the 

problem”, and “solving the problem.”  It does this by, “bringing the power of live interactive 

video to the support center.”  It also merges real-time video with proprietary Smart 

Whiteboard technology, giving clients the ability “to support any object or device anywhere, 

regardless if that object is web-enabled or not.” 

 

LogMeIn Rescue uses an intuitive interface for supporting mobile platforms, helping agents 

to quickly identify problems, click a fix for fast resolution, and escalate sessions if 

necessary.  Frost & Sullivan notes that this solution has powerful applications in the realm of 

technical support, for instance.   

 

As Frost & Sullivan analyst Brendan Read has noted, “There are few limits to the use cases 

with Rescue Lens.  It can be used not just for individual product or service issues – 

LogMeIn’s blog shows an amusing and informative clip about a customer having a problem 

with their garage door opener – but also for insurance claims, and in assisting field staff 

diagnose and fix problems with the help of engineers in the office.  Frost & Sullivan will not 

be surprised if LogMeIn eventually integrates its Xively Internet of Things (IoT) offering with 

Rescue (and Rescue Lens), and its other solutions to create a truly end-to-end IoT support 

platform.  Video – and by extension the contact center – can then become an integral profit-

and-loyalty enhancing part of the Omnichannel Customer Experience.” 

Visionary Innovation & Performance and Customer Impact 

Customer Service Experience 

As organizations seek to adapt to an evolving digital era and tailor their strategies to a 

newly empowered customer, they are looking to the heads of Customer Support to navigate 

rapidly changing times.  Today, a typical customer journey consists of millions of intent-

driven moments of decision-making and preference shaping that occurs in an instant – most 

likely on multiple devices.  In fact, approximately 20% of customers use six different 

channels for support alone. 

Chat, mobile, social, video, and Web apps are the fastest growing channels of 

communication due to this paradigm shift.  Simplifying and improving the viability of each 

channel, built on an agile and scalable infrastructure, is therefore key; companies must 

adapt, go mobile, and simplify.  By applying innovative strategies to fully engage 

increasingly mobile and connected customers, LogMeIn is helping deliver more relevant and 

personalized experiences, driving more meaningful interactions and, ultimately, helping to 

drive more loyal, profitable relationships. 
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It was in June 2016 that LogMeIn announced an update to Rescue Lens, their video-aided 

support capability aimed at addressing the rapidly expanding world of connected products 

and the unique needs of today's connected customer.  The new release is set in an 

Omnichannel context, with the aim of improving Customer Engagement through mobile 

video.  This recent update offers a new set of capabilities that supports a wider array of 

devices and products – from a vacuum cleaner to a mobile device – anywhere, anytime.  In 

other words, with Rescue Lens, representatives (ie tech support) can see what customers 

see.  This solution is a means to capture images in real-time through mobile video in order 

to resolve any number of issues.  As such, it speaks directly to the needs of today’s ever 

more connected consumer, and its impact on today’s Customer Engagement paradigm could 

be quite considerable. 

Brand Equity 

Frost & Sullivan notes that LogMeIn Rescue Lens has gained considerable equity for the 

LogMeIn brand.  LogMeIn’s video technology is properly allowing customer service 

representatives to work through issues with customers via the customers' mobile phone 

camera; this is growing market awareness of LogMeIn’s innovative solutions.   

"The vision for Rescue Lens came out of a desire to create a more personalized and 

efficient experience for today's connected customer," said W. Sean Ford, Senior Vice 

President and Chief Marketing Officer at LogMeIn. "What started out as a hackathon 

project has turned into the future of support designed to help companies focus on their 

customer, see what they see, and take their Customer Experience from good to great and 

from great to exceptional.” 

Addressing Unmet Needs 

In addition to traditional responsibilities, support professionals are now being pressed to 

leverage newer tools and technologies to combat a host of challenges that simply did not 

exist before.  Success will hinge on providing the right balance of live and self-service 

assistance, and the proper tools to effectively guide agents through potentially and 

increasingly complex interactions.  By leading this charge and adopting innovative strategies 

to fully engage increasingly mobile and connected customers, LogMeIn is helping companies 

to deliver more relevant and personalized experiences, drive more meaningful interactions 

and, ultimately, foster more loyal, profitable relationships.   

By leveraging a secure, live camera feed from a mobile device, Rescue Lens empowers 

customer service agents to see and remotely assist with product issues that are reported by 

customers, employees, or other field technicians - as if the product were directly in front of 

them.  Indeed, with Rescue Lens, it’s no longer about seeing the support agent, it’s about 

seeing the problem.  This is a solution that obviates the need for shipping many faulty 

products, and it cuts down on the need for excessive onsite support.  As such, the solution 

can mean real cost savings.  Even a small percentage of calls using this capability could 
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have a big impact.  And while the Lens video support capability will continue to be available 

as a feature in Rescue, the new standalone offering is designed for use in industries and use 

cases far beyond Rescue’s computer and mobile remote support heritage.  

Customer Ownership Experience 

Engaging with the modern customer and optimizing experience and support with every 

engagement is not an easy task.  In an increasingly mobile world, systems need to be in 

place that support the many channels today’s customer uses - wherever they are.  Web 

self-service, mobile apps, chat, and message platforms are just some of the tools that are 

beginning to override more traditional channels (such as live agents, voice, and email).  

Smart organizations need to leverage a combination of all of these tools in concert with a 

customized strategy that includes the human connection when the customer desires it – or 

risk obsolescence. Only those companies able to put together an effective, timely Customer 

Experience strategy will be able to build loyalty and succeed. 

LogMeIn’s Rescue Lens gives businesses a way to let their customers use virtually any 

mobile smartphone camera to visually walk customer service or claims agents through an 

issue via live HD streaming video, eliminating the need to rely on the untrained eye or 

second hand descriptions. It even allows support professionals to see and make annotations 

on the customer's phone screen.  As a result, it opens up an invaluable new customer 

service and support channel – one designed to significantly boost the overall Customer 

Experience, while helping to speed resolutions and reduce or even eliminate the need for 

costly onsite service. 

Finally, as with other channels, the great challenge in working toward Omnichannel 

transparency is keeping the tool simple, such that interactions remain easy for the end-

user.  As a result, LogMeIn has worked “to abstract all the complexity away,” offering a new 

agent interface that aims at greater control and flexibility.  Just one example of a company 

having a positive experience due to its customers having a great experience is an electric 

motorcycle manufacturer.  Its motorcycle shops must  service its bikes all over the United 

States, and the new Rescue Lens is quite ideal in the way it allows technicians to see and 

address problems with motorcycles via video. 

Implementation of Best Practices 

LogMeIn Rescue is a SaaS based service to offer premium remote support to end-users 

(employees at a company or customers of a product or a service).  As LogMeIn notes, 

Rescue Lens is fully integrated into LogMeIn Rescue.  Client technicians gain access to a 

whole new view of support situations, and the Rescue Lens session is captured along with all 

of the typical session details (including video recordings when needed).  All of the 

information can be synced into any integrated ticketing systems. 
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It offers a fundamental tool-set supporting devices anywhere, anytime (iPhone, Samsung, 

etc.).  Upon implementation, client end-users are able to simply receive the app link sent by 

an agent via SMS text, then download it onto a device to enable the connection and start a 

session (such as on an iPhone 6).  Specifically, client customers simply download apps from 

Google Play or the iOS App Store, for example, enter their PIN codes, and point their 

camera.  The net result is a shorter, more effective, and customer-satisfying resolution to 

problems than that which can be accomplished by phone, chat, email, or text alone. 

LogMeIn provides all the workflow that enables efficient, secure interactions.  Pricing and 

packaging can be tied into a standard Rescue License and simply requires a software 

upgrade. 

Blue Ocean Strategy 

As of June, 2016, Rescue Lens joins Rescue and BoldChat as part of LogMeIn’s customer 

engagement and support portfolio – a business expected to contribute approximately 30 

percent of LogMeIn’s total 2016 revenue, which is currently on track to be between $330 

million to $332 million. 

The introduction of the new standalone version of Rescue Lens comes after a successful 

one-year pilot of the capability within LogMeIn Rescue, which is used by tens of thousands 

of professional help desks and dozens of the world’s biggest and most demanding customer 

care organizations serving millions of customers across the globe. In the words of Dave 

Campbell, Vice President of Product Marketing, Customer Engagement and Support, 

LogMeIn, “With the new Rescue Lens standalone offering, we believe we have an 

opportunity to give both LogMeIn and our customers a distinct first mover advantage while 

introducing new ways to deliver amazing support and engagement experiences.” 

Finally, Frost & Sullivan believes that there is also significant potential to expand into the 

fast growing Internet of Things (IoT) market by linking Rescue Lens with LogMeIn’s Xively 

IoT platform to provide service and support. Frost & Sullivan forecasts that the number of 

connected devices worldwide will grow from nine billion currently to upwards of 50 billion 

devices over the next five years. 

Conclusion 

With its strong overall performance, and a vision that seeks to impact remote support – as 

well as today’s Customer Engagement paradigm – LogMeIn has earned the 2016 Frost & 

Sullivan Company of the Year Award in Remote Support. 
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Significance of Company of the Year  
To receive the Frost & Sullivan Company of the Year Award requires a market participant 

to demonstrate excellence in growth, innovation, and leadership. This kind of excellence 

typically translates into superior performance in three key areas: demand generation, 

brand development, and competitive positioning. These areas serve as the foundation of a 

company’s future success and prepare it to deliver on the two criteria that define the 

Company of the Year Award (Visionary Innovation & Performance and Customer Impact).   

 

Understanding Company of the Year 

Demand, brand strength, and competitive differentiation all play a critical role in delivering 

unique value to customers. This three-fold focus, however, must ideally be complemented 

by an equally rigorous focus on visionary innovation to enhance customer value and 

impact.  
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Key Benchmarking Criteria 

For the Company of the Year Award, Frost & Sullivan analysts independently evaluated 

two key factors—Visionary Innovation & Performance and Customer Impact—according to 

the criteria identified below.  

Visionary Innovation & Performance 

 Criterion 1: Addressing Unmet Needs 

 Criterion 2: Visionary Scenarios Through Mega Trends 

 Criterion 3: Implementation Best Practices 

 Criterion 4: Blue Ocean Strategy 

 Criterion 5: Financial Performance 

Customer Impact 

 Criterion 1: Price/Performance Value 

 Criterion 2: Customer Purchase Experience 

 Criterion 3: Customer Ownership Experience 

 Criterion 4: Customer Service Experience 

Criterion 5: Brand Equity 

Best Practice Award Analysis for LogMeIn  

Decision Support Scorecard 

To support its evaluation of best practices across multiple business performance 

categories, Frost & Sullivan employs a customized Decision Support Scorecard. This tool 

allows our research and consulting teams to objectively analyze performance, according to 

the key benchmarking criteria listed in the previous section, and to assign ratings on that 

basis. The tool follows a 10-point scale that allows for nuances in performance evaluation; 

ratings guidelines are illustrated below. 

RATINGS GUIDELINES 

 

The Decision Support Scorecard is organized by Visionary Innovation & Performance and 

Customer Impact (i.e., the overarching categories for all 10 benchmarking criteria; the 

definitions for each criteria are provided beneath the scorecard).  The research team 

confirms the veracity of this weighted scorecard through sensitivity analysis, which 

confirms that small changes to the ratings for a specific criterion do not lead to a 

significant change in the overall relative rankings of the companies. 
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The results of this analysis are shown below. To remain unbiased and to protect the 

interests of all organizations reviewed, we have chosen to refer to the other key players 

as Competitor 2 and Competitor 3. 

 

Measurement of 1–10 (1 = poor; 10 = excellent)  

Company of the Year 

Visionary 

Innovation & 

Performance  

Customer 

Impact Average Rating 

    

LogMeIn  9.5 9.5 9.50 

Competitor 2 8.0 8.0 8.00 

Competitor 3 7.0 7.5 7.25 

Visionary Innovation & Performance  

Criterion 1:  Addressing Unmet Needs 

Requirement: Implementing a robust process to continuously unearth customers’ unmet 

or under-served needs, and creating the products or solutions to address them effectively  

Criterion 2:  Visionary Scenarios Through Mega Trends 

Requirement: Incorporating long-range, macro-level scenarios into the innovation 

strategy, thereby enabling “first to market” growth opportunities solutions 

Criterion 4:  Implementation of Best Practices 

Requirement: Best-in-class strategy implementation characterized by processes, tools, or 

activities that generate a consistent and repeatable level of success. 

Criterion 3:  Blue Ocean Strategy 

Requirement: Strategic focus in creating a leadership position in a potentially 

“uncontested” market space, manifested by stiff barriers to entry for competitors 

Criterion 5: Financial Performance 

Requirement: Strong overall business performance in terms of revenues, revenue growth, 

operating margin and other key financial metrics 

Customer Impact  

Criterion 1: Price/Performance Value  

Requirement: Products or services offer the best value for the price, compared to similar 

offerings in the market 

Criterion 2: Customer Purchase Experience  

Requirement: Customers feel like they are buying the most optimal solution that 

addresses both their unique needs and their unique constraints  

Criterion 3: Customer Ownership Experience 

Requirement: Customers are proud to own the company’s product or service, and have a 

positive experience throughout the life of the product or service 
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Criterion 4: Customer Service Experience 

Requirement: Customer service is accessible, fast, stress-free, and of high quality 

Criterion 5: Brand Equity 

Requirement: Customers have a positive view of the brand and exhibit high brand loyalty 

Decision Support Matrix 

Once all companies have been evaluated according to the Decision Support Scorecard, 

analysts can then position the candidates on the matrix shown below, enabling them to 

visualize which companies are truly breakthrough and which ones are not yet operating at 

best-in-class levels. 

DECISION SUPPORT MATRIX FOR COMPANY OF THE YEAR AWARD 

 

High 

Low 

Low High 

C
u

s
to

m
e
r
 I

m
p

a
c
t 

Visionary Innovation & Performance 

LogMeIn 

Competitor 2 

Competitor 3 
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The Intersection between 360-Degree Research and Best 

Practices Awards 

Research Methodology  

Frost & Sullivan’s 360-degree research 

methodology represents the analytical 

rigor of our research process. It offers a 

360-degree-view of industry challenges, 

trends, and issues by integrating all 7 of 

Frost & Sullivan's research methodologies. 

Too often, companies make important 

growth decisions based on a narrow 

understanding of their environment, 

leading to errors of both omission and 

commission. Successful growth strategies 

are founded on a thorough understanding 

of market, technical, economic, financial, 

customer, best practices, and demographic 

analyses. The integration of these research 

disciplines into the 360-degree research 

methodology provides an evaluation 

platform for benchmarking industry players and for identifying those performing at best-

in-class levels. 
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Best Practices Recognition: 10 Steps to Researching, 

Identifying, and Recognizing Best Practices  

Frost & Sullivan Awards follow a 10-step process to evaluate Award candidates and assess 

their fit with select best practice criteria. The reputation and integrity of the Awards are 

based on close adherence to this process. 

STEP OBJECTIVE KEY ACTIVITIES OUTPUT 

1 
Monitor, 
target, and 
screen 

Identify Award recipient 
candidates from around the 
globe 

 Conduct in-depth industry 
research 

 Identify emerging sectors 
 Scan multiple geographies 

Pipeline of candidates who 
potentially meet all best-
practice criteria 

2 
Perform  
360-degree 
research 

Perform comprehensive, 
360-degree research on all 
candidates in the pipeline 

 Interview thought leaders 
and industry practitioners  

 Assess candidates’ fit with 
best-practice criteria 

 Rank all candidates 

Matrix positioning all 
candidates’ performance 
relative to one another  

3 

Invite 
thought 
leadership in 
best 
practices 

Perform in-depth 
examination of all candidates 

 Confirm best-practice criteria 
 Examine eligibility of all 

candidates 
 Identify any information gaps  

Detailed profiles of all 
ranked candidates 

4 

Initiate 
research 
director 
review 

Conduct an unbiased 
evaluation of all candidate 
profiles 

 Brainstorm ranking options 
 Invite multiple perspectives 

on candidates’ performance 
 Update candidate profiles  

Final prioritization of all 
eligible candidates and 
companion best-practice 
positioning paper 

5 

Assemble 
panel of 
industry 
experts 

Present findings to an expert 
panel of industry thought 
leaders 

 Share findings 
 Strengthen cases for 

candidate eligibility 
 Prioritize candidates 

Refined list of prioritized 
Award candidates 

6 

Conduct 
global 
industry 
review 

Build consensus on Award 
candidates’ eligibility 

 Hold global team meeting to 
review all candidates 

 Pressure-test fit with criteria 
 Confirm inclusion of all 

eligible candidates 

Final list of eligible Award 
candidates, representing 
success stories worldwide 

7 
Perform 
quality check 

Develop official Award 
consideration materials  

 Perform final performance 
benchmarking activities 

 Write nominations 
 Perform quality review 

High-quality, accurate, and 
creative presentation of 
nominees’ successes 

8 

Reconnect 
with panel of 
industry 
experts 

Finalize the selection of the 
best-practice Award recipient 

 Review analysis with panel 
 Build consensus 
 Select winner 

Decision on which company 
performs best against all 
best-practice criteria 

9 
Communicate 
recognition 

Inform Award recipient of 
Award recognition  

 Present Award to the CEO 
 Inspire the organization for 

continued success 
 Celebrate the recipient’s 

performance 

Announcement of Award 
and plan for how recipient 
can use the Award to 
enhance the brand 

10 
Take 
strategic 
action 

Upon licensing, company 
may share Award news with 
stakeholders and customers 

 Coordinate media outreach 
 Design a marketing plan 
 Assess Award’s role in future 

strategic planning 

Widespread awareness of 
recipient’s Award status 
among investors, media 
personnel, and employees  
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About Frost & Sullivan  

Frost & Sullivan, the Growth Partnership Company, enables clients to accelerate growth 

and achieve best in class positions in growth, innovation and leadership. The company's 

Growth Partnership Service provides the CEO and the CEO's Growth Team with disciplined 

research and best practice models to drive the generation, evaluation and implementation 

of powerful growth strategies. Frost & Sullivan leverages almost 50 years of experience in 

partnering with Global 1000 companies, emerging businesses and the investment 

community from 31 offices on six continents. To join our Growth Partnership, please visit 

http://www.frost.com. 
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