
eCare for Internet Service Providers

Why eCare

Average call duration can be shortened by 
more than 25% using Netopia’s browser-
based eCare remote control solution to 
transport technical support agents’ eyes and 
fingers to the customer’s desktop. The key to 
ISP profitability has been the successful 
deployment of differentiated services offered 
to subscribers at the cost of increasingly 
complex technical support. Anti-spam, anti-
virus, anti-phishing, content filtering/parental 
controls, Web accelerators and more, have 
increased support complexity. Netopia’s 
eCare augments those services by allowing a 
technician’s expertise to be implemented 
immediately at the point where a customer 
needs help, on their desktop or server. eCare 
enhances existing customer care products, 
and can be integrated with them, as part of 
overall customer care and retention 
strategies.

Economically Effective 

eCare is a cost effective interactive customer 
support tool that is used by technical support 
to serve customers effectively and shorten 
call duration. It may be sold as a premium 
offering, or bundled with a standard offering. 
eCare is available through an ASP model for a 
monthly subscription fee priced equal to the 
acquisition cost of two to three end users. 

eCare scales to grow with any size ISP’s 
business without the burden of hosting and 
managing servers.

Technically Superior

eCare is a browser accessed, permission 
based, interactive customer support tool. It 
provides full logging and session recording, in 
addition to optional SSL connections. With 
eCare, support technicians can chat, push 
files and URLs, inventory the software 
installed on remote computers, receive files 
from users, and, when necessary, take control 
of the end user’s PC or Mac. 

User Friendly

eCare allows an end user to obtain immediate 
expert assistance through their Web browser. 
eCare eliminates the need for the end user to 
navigate and understand technical jargon. 
The technical support agent’s eyes and 
fingers are transported to the end user’s 
desktop for efficient and fast assistance. 
Every interaction is approved by the end user, 
who can chat, receive files and URLs, upload 
an inventory of the software installed on their 
computers, transmit files to the help desk, 
and, when necessary, permit a technical 
support agent to take control of their PC 
or Mac.

eCare allows remote experts to put their eyes and fingers directly on the customer’s desktop 
for speedy problem resolution and exceptional customer care. Commercial and consumer 
ISPs are using Netopia’s eCare as an integral part of their customer care and customer 
retention strategies. The goal of these strategies is to reduce customer churn and reduce 
the cost of supporting new subscribers. eCare is the next best thing to sending technicians 
on site to resolve customer problems.

Comprehensive Managed Remote Access for Customer Retention

eCare

eCare Managed Service
Web browser-based remote 

control for customer care and 

retention, managed by Netopia 

through its world-class data 

center

Secure
All activity is logged with optional 

session recording and optional 

SSL connections 

Self Branding
eCare service can be customized 

with colors and images that 

reflect the ISP’s brand

Self Administered
Netopia manages the servers 

while the ISP manages the eCare 

service




