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TeamSupport's new CEO sees 'wide open market for us to go
attack' 

Technology

Pete Khanna, CEO, TeamSupport

JUNMO LEE

As Pete Khnn interviewed with TemSupport beore he becme CEO,

there were no in-person chts. Insted, it ws ll hndled over

videoconerencing,  new experience or him mid COVID-19.

“You ctully hd more qulity interctions in my mind during this

process thn you'd hve in the pst, becuse people elt like you only

hd  certin mount o time to get it in, nd they didn't wnt it to drg

out,” Khnn sid. “So you got to kind o the best o both worlds — more

meetings in  less period o time, nd you cn relly get to know

people.”

While the Zoom cll is becoming more common with hiring these dys,

the episode ws nother reminder o how compnies re looking to

embrce new tools to hndle trditionl processes. North Texs'

TemSupport, which helps businesses better mnge their B2B

customers, is trying to encourge others to invest in technology tools

tht cn improve their customer reltionships.

“People re �nding tht they need better sotwre to engge with

customers now, nd it needs to be in n e�cient mnner tht's  little bit

more complex thn mybe it ws beore,” Khnn sid. “And i they

don't hve tht sotwre, they're su�ering becuse they cn't just jump

on  plne nd mend the reltionship. They hve to be hed o it —

proctive — so tht's where we relly think our vlue is, nd I think it's

going to lst or  long time.”

Khnn took over or co-ounder Robert Johnson in wht is the �rst new

CEO or the compny. Khnn sees strong propects hed or

TemSupport,which hs more thn 50 employees. The compny lnded

n investment rom Level Equity in 2018.

Khnn himsel comes with  resume tht includes being the CEO o

TrckVi,  low-code ppliction pltorm, nd working or McAee ter

being president o MX Logic,  security compny tht ws cquired by

McAee.

Why did you tke the job?


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When I look or opportunities I wnt to mke sure tht wht we're doing

is meningul — meningul to the people tht we're selling our product

to — nd t the hert o every gret business is  pssionte customer

bse. And we're selling sotwre tht helps them tke cre o their

customers, whether tht's enggement, whether tht's trnsctionl,

whether tht's long term, we provide tht. Tht ws exciting to me.

Cn you tlk to me more bout wht your compny does?

We provide customer support sotwre or trnsctionl ticketing. We're

lso rolling out two new products here shortly tht will llow customers

to hndle more o  success nd ongoing reltionship nd enggement

(pproch) ... mking sure they understnd the helth o their customer

bse nd how to be proctive. Enggement with customers is key now.

It's not  trnsctionl reltionship nymore. I'm old enough to

remember when it ws, Hey, I'll just when soon s I close the ticket I've

done my job — rom  support stndpoint. Tht's not the cse nymore.

Customers expect more. We lso will provide kind o key insights into

the business, so they cn look t their dt in vrious wys to gin

decision-mking criteri nd understnd their business in more detil.

It's relly n end-to-end compny rom support to success.

How do you see the compny shping up ter the experience you bring

there?

We're certinly not n erly stge business; we've been round or 12

yers. We hve over 500 clients tht we service tody so we're

estblished business. But getting to the next stge, being n industry

leder is where we're heded. We're on  gret trjectory to get there.

And so now it's bout how we're servicing our customer in  more

multiceted wy. ... Once you scle  compny hve to hve 

systemtic wy support your customers, how you hndle product

innovtion nd product development. And then how re you hiring nd

recruiting tlent, becuse you cn't do much i you don't hve gret

people tht re tht re committed to the orgniztion nd wnt to work

with you on the vision to become tht leder nd mintin tht success.

So, those re the things tht I tke with me rom the previous job. It's

never esy. It's hrd building nd scling n industry leder. But there's

 gret tem here. We hve strong customer bse, nd it's  wide open

mrket. It's  wide open mrket or us to go ttck.

Wht bout COVID-19?

We're ortunte to be in this in this spce. I think every compny sw

kind o  puse in this Mrch, April timerme — with compnies trying

to �gure out wht they're doing, regrdless o wht industry you're in.

But we're seeing purchsing hppen. We're seeing inquiries coming into

the business, nd we're seeing the bility to grow. We'd love it not to be 

pndemic or just the humn ske o things nd getting bck  little bit

more normlcy o in-person meetings. But ortuntely our sotwre's is

is providing  gret service, nd compnies re still buying it — nd even

more.

Wht bout tking over or the co-ounder?

Robert isn't disppering or running o�. He still remins on our bord

nd is still engged. It's my job coming in — is to honor wht's mde us

gret so r. There's  tremendous mount o success to be built on here.
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Now, my job, nd wht I've done in the pst, is to �gure out how to mke

tht even bigger without scri�cing kind o our core principles.

Cn you tlk somewht bout your philosophy on ledership?

At ny tech compny, you hve to crete some principles round the

customers. We cn crete the best sotwre in the world but i nobody

wnts to buy it, it's probbly not tht vluble. So we hve to hve 

customer eedbck — wht re the customers doing with our sotwre.

It's not like  chnging culture here — to put the customer �rst nd relly

understnd. So, s you scle it's hrder. The more customers you hve,

the hrder it is to engge with them. So how re we going to view hving

repetitive touchpoint enggement with our customers. The second is

wht's our true positioning or growth. One thing I wnt to stress — it's

not like this is  turnround sitution. The other thing is you cn't build

gret compnies with out gret people. So how re we keeping them

engged, how we're mking sure they grow, nd how re they solving

meningul problems.

The interview was edited for grammar, clarity and flow.
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