
 

 

International Journal of Innovative Research in 

Computer and Communication Engineering 
(A Monthly, Peer Reviewed, Refereed, Scholarly Indexed, Open Access Journal) 

 
 

         Impact Factor: 8.771 Volume 13, Issue 3, March 2025 
 



© 2025 IJIRCCE | Volume 13, Issue 3, March 2025|                                      DOI: 10.15680/IJIRCCE.2025.1303058 
 

 

IJIRCCE©2025                                                |     An ISO 9001:2008 Certified Journal   |                                                          2338 

The Effect of Cloud Computing on the 

Efficiency of Technical Support 
 

Kaustubh Solankar, Dr. Mujtaba Ashraf Qureshi 

Dept. of AI and DS, Parul University, Vadodara, Gujarat, India 

Assistant Professor, Dept. of AI and DS, Parul University, Vadodara, Gujarat, India 

 

ABSTRACT: Cloud computing has remodeled the functioning of technology support by employing scalable, cost-

effective, and efficient methods to address customer problems. This paper describes how cloud computing platforms 

are enhancing tech support by means of remote interface, automation, better data management, and enhanced security. 

How cloud-support systems enhance speed of service, minimize downtime, and provide enhanced customer satisfaction 

is described. Issues such as security hacks and dependency on internet connectivity are described. 
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I. INTRODUCTION 

 

Technological advancements have made it so that companies are increasingly using cloud computing to achieve 

efficiency in technical support. On-Premises-based traditional technical support methods and in-house personnel have 

some drawbacks. They include high cost, sluggish response, and inefficiency in the scale-up process. Cloud computing 

resolves all these issues using remote debugging, automated maintenance of repeating tasks, and supporting live 

collaboration. In this paper, the paper explains the processes by which technical support has improved using cloud 

computing platforms and the accompanying challenges. 

 

II. RELATED WORK / LITERATURE SURVEY 

 

Studies have indicated that cloud computing has a dramatic impact on IT support. Smith et al. [1] demonstrate that 

cloud computing-based systems with support capability can reduce customer complaint response time by 40% because 

real-time data access and remote problem-solving are facilitated. Jones and Patel [2] explain how artificial intelligence 

(AI) cloud computing facilitates more effective self-service with reduced human intervention. Lee et al. [3], however, 

note that security issues like data breaches and compliance are still at the top of the agenda, particularly for 

organizations dealing with sensitive data. [4] It talks about how machine learning algorithm improve cloud based 

system business predictions. These reports substantiate the value and risk of cloud computing technical support and 

leave it relatively plain that regardless of the strength of the technology, security must be of utmost priority. 

 

III. DISCUSSION: HOW CLOUD COMPUTING INCREASES TECH SUPPORT 

 

The following research describes some of the most critical areas in which cloud computing makes the difference in tech 

support. 

 A. Remote Accessibility 

One of the benefits of cloud computing is that technology support representatives can serve customers wherever they 

are. That is, they do not need to be at On-Premises Infrastructure office—or even the same country—to resolve a 

problem. With cloud software, support staff can enter a customer's Devices, detect the problem, and deploy a solution 

without actually being there. This minimizes downtime and accelerates solution time. It also enables companies to offer 

24/7 support through agents located in different time zones. For instance, cloud helpdesks can have multiple agents 

functioning at the same time. In case a problem of customer complaint needs to be escalated, then the subsequent level 

of tech staff can access all of it straight away without having repetition of information on the customer's part. That is 

more convenient and efficient. 
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B. Automation & AI Integration 

Automation is transforming the job of tech support. Virtual assistants and AI chatbots can answer simple consumer 

queries, freeing human operators to deal with more complex problems. For example, a client can be taken through run-

of-the-mill trouble-shooting protocols such as being requested to reboot something or verify internet connections. 

Failing that, the bot passes on the problem to a live representative with all the details. That saves time and enhances the 

customer experience. AI also predicts potential technical problems ahead of time. By analyzing past support tickets and 

system performance, AI software can warn companies about imminent failures so that they can attempt to avoid them 

to the best of their ability. This reduces downtime for services. AI integration also helps to pinpoint better solutions to 

Support Engineers by giving better understanding of the problems/ issues. 

  

C. Improved Data Management 

Data is a critical aspect of technical support, and cloud computing enables the simple storage, retrieval, and processing 

of customer data. With cloud platforms, everything is in one place, including all tickets, chats, and troubleshooting 

history. It is simple for support agents to see what was discussed before and resolve issues in a short time. Second, 

cloud computing enables companies to monitor recurring issues and look for trends. For instance, when a number of 

customers have the same problem with a software update, the company can repair the source once rather than repairing 

it on a person-by-person basis. Having real-time data available also enables companies to monitor performance, 

monitor customer satisfaction, and continuously improve their support services. 

  

D. Cost Savings 

Operating an On-Premises IT support system involves a massive investment in hardware, office, and IT personnel. 

Cloud-based support systems reduce all these expenses by operating online. Without the costly servers, businesses can 

utilize cloud services in proportion to their needs. They only pay for used resources, making it an economical solution 

for small to large businesses. Remote support eliminates on-site visits completely, both in terms of cost and time. With 

routine issues addressed through automated cloud-based queries, less support staff is required, decreasing labor costs 

yet still being capable of delivering high standards of service and troubleshooting. 

  

E. Security & Compliance 

Although cloud computing platforms have numerous advantages, security is a major issue. Storing customers' 

information online exposes them to more risk of cyber-attacks such as hacking and data theft. Organizations must have 

robust security systems to guard sensitive information. Encryption, multi-factor authentication, and periodic security 

audit are few of the processes by which customer data can be secured by companies. Legal compliances like GDPR and 

CCPA to adhere to more stringent data protection regulations also need to be met. Cloud providers may have inherent 

security built into them, but companies should enhance their practice of cybersecurity. By investing in advanced 

security technology, companies can utilize cloud support at minimal risk. Cloud Support along with higher Security can 

get a good increase in revenue generation, it may decrease the ease of use of the platforms but it's a good deal by 

considering Security and Compliance. 

 

IV. COMPARATIVE ANALYSIS: CLOUD VS. TRADITIONAL TECH SUPPORT 

 

Table I 

Highlights traditional tech support and cloud-based tech support across key performance dimensions. 

 

Parameter Traditional Tech Support Cloud-Based Tech Support 

Response Time ~3-5 hours ~30 minutes 

Resolution Time 24-48 hours 6-12 hours 

Cost Efficiency High operational costs Lower infrastructure costs 

Customer Satisfaction Moderate High 

Security Concerns Less vulnerable Requires strong encryption 
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This disparity results in cloud-based technical support being faster, lower-cost, and customer-satisfying. Nevertheless, 

security with strong encryption is required to keep confidential information confidential. 

 

V. CONCLUSION 

 

Cloud computing has made technical support faster, easier, more effective, and less expensive. By way of remote 

access, automation, and sophisticated data manipulation, companies can deliver enhanced customer service at reduced 

cost of operations. Security is a matter of concern, nonetheless, and companies have to make active attempts to protect 

customer data. In the future, advancements in hybrid cloud and cybersecurity may provide an even more favorable 

balance between security and efficiency. Organizations that lead with cloud-based service today will be best equipped 

to provide top-shelf service in the digital economy. 
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