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FOR IMMEDIATE RELEASE 

 

LG INTRODUCES FASTER, ADVANCED CUSTOMER SERVICE 

EXPERIENCE WITH PROACTIVE SUPPORT 
 

New Tools Deliver Peace of Mind with Personalized Service  

for Smart Appliances and Smart TVs 

 
ENGLEWOOD CLIFFS, N.J., Nov. 18, 2019 — LG Electronics USA is introducing 

an industry-first portfolio of personalized customer support innovations for its smart 

home appliances and home entertainment products powered by artificial intelligence (AI) 

and designed to deliver peace of mind for LG users and enhanced customer satisfaction, 

along with improved product performance and longevity with proactive care.  

 

The unprecedented offering of cutting-edge service platforms launched this year 

features the new AI-powered LG Proactive Customer Care for select Wi-Fi-enabled LG 

home appliances along with  LG TelePresence and LG Remote One for appliances and 

TVs. All have been developed to reimagine customer service for the age of smart 

devices. 

 

“Our goal is to shift the customer service paradigm from offline to online and leverage 

AI to create truly customer-centric service. With these new tools, consumers can expect 

superior, expedited service. They’ll also receive timely information and the maintenance 

guidance to help avoid service issues, along with tips to get the most from their LG 

devices,” said William Cho, president and CEO, LG Electronics North America.  

 

Already the most-awarded appliance brand in customer satisfaction and reliability,* LG 

is bringing owners “added peace of mind so they can feel confident in the performance 

of their appliances for years to come,” Cho explained.  

 

LG Proactive Customer Care 

LG’s AI-infused customer service solution – Proactive Customer Care – is expanding 

on the success of a 150,000-user phased rollout begun earlier this year with plans to 
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expand availability to more than 1 million LG home appliances in the United States in 

2021.  The service leverages the company’s advanced ThinQ™ platform to provide 

personalized support with the potential to both pre-empt and solve issues faster than 

ever before. 

 

LG Proactive Customer Care can immediately alert owners of select LG smart appliance 

models to potential problems before they occur, expedite repairs when they are needed, 

and offer useful maintenance tips to keep LG appliances performing their best. LG 

intends for the service’s features to expand over time. In 2019, the service: 

 

● Issues a welcome letter containing an installation check report to provide the 

user with peace of mind that their appliance has been installed correctly and is 

functioning properly upon initial installation.  

 

● Sends an alert if a system error is detected – such as decrease in refrigerator 

cooling performance to help reduce risk of food spoilage, reduced air flow in a 

dryer vent to help reduce the risk of dangerous overheating, or ‘over-sudsing’ in 

the washer caused by too much or the wrong detergent. 

 

● Provides step-by-step instructions so the user can take the necessary action to 

solve an issue. In some instances, simple fixes by the user deliver a quick, 

effective result that avoids the hassle of scheduling a service call; 

 

● Sends routine maintenance reminders along with detailed guidance (including 

video tutorials) on how to perform essential upkeep, including a tub clean cycle 

on a washer after 30 cycles and water filter replacements for refrigerators. 

 

● Detects issues that could potentially cause increases in energy usage and water 

consumption and provide guidance for how the users can make simple 

corrections to improve efficiency while saving the user money. 

 

Owners of select Wi-Fi-enabled LG appliance models can access performance 

information about their device after registering and connecting their appliance via the 

LG ThinQ™ mobile app.  

 

LG TelePresence  

A new LG customer service enhancement called LG TelePresence launched earlier this 

year. The dynamic new virtual tool – for both LG appliance and home entertainment 
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customers – is designed to help expedite the service solution. With Telepresence, LG’s 

expert technicians can remotely diagnose product issues via video access on any 

smartphone using the LG TelePresence mobile app.  

 

Initiated by LG Service Support during a service phone call, LG users can grant 

customer support agents one-time video access to get a firsthand look at the issue as it is 

explained to accelerate the diagnosis and repair process. Equipped with the 

TelePresence tool, LG Customer Service can better diagnose the problem and then 

either explain to the user how to fix a simple issue and avoid the need for a service visit, 

or dispatch the right service technician and part to repair the device quickly. 

 

LG Remote One  

Another dynamic customer service platform launched this year for select LG Smart TVs, 

LG Remote One, can also aid in both diagnosing and resolving product setting issues 

with your LG TV remotely to avoid the hassle of scheduling an at-home service visit.  

 

During a service phone call, LG Smart TV owners can grant LG customer service 

agents one-time, remote access to the TV Menu to check settings and make adjustments 

as needed. The service, which requires the TV to be connected to the internet, is 

available on all smart model TVs with WebOS 3.0 or higher.  

 

For more about LG’s customer service, visit www.lg.com/us/support.  

To check if your home appliance is currently eligible for Proactive Customer care, visit 

www.lg.com/us/discover/thinq/kitchen. 

 

“LG” and the LG logo are trademarks of LG Corp. Other company and product names may be 

trademarks of their respective owners.  
 

 

### 

 

About LG Electronics USA  

LG Electronics USA Inc., based in Englewood Cliffs, N.J., is the North American subsidiary of LG Elec-

tronics Inc., a $54 billion global force and technology leader in home appliances, consumer electronics 

http://www.lg.com/us/support
https://www.lg.com/us/discover/thinq/kitchen
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and mobile communications. LG Electronics sells a range of stylish and innovative home appliances, 

home entertainment products, mobile phones, commercial displays, air conditioning systems and solar 

energy solutions in the United States, all under LG’s “Life’s Good” marketing theme. LG is a 2019 EN-

ERGY STAR Partner of the Year-Sustained Excellence. For more news and information on LG Electron-

ics, please visit www.LG.com.  

 
* EDITOR’S NOTE: LG has earned more J.D. Power customer satisfaction awards for kitchen appliances than any 

other manufacturer three years in a row. J.D. Power ranked LG highest in 2019 customer satisfaction for French-

door refrigerators two out of three years, side-by-side refrigerators two years in a row, top-mount freezer refrigera-

tors five years in a row, and dishwashers two out of three years. LG received the highest numerical score in the re-

spective segments of the J.D. Power 2019 Appliance Satisfaction Study, based on 10,355 (kitchen) and 4,037 (laundry) 

total responses, measuring customer opinions about their new appliance purchased in the previous 12 months, sur-

veyed March-April 2019. Your experiences may vary. Visit jdpower.com. 

 

LG earned the #1 rating in overall customer satisfaction across its home appliance portfolio that includes kitchen 

and laundry appliances, according to the just-released 2019 American Customer Satisfaction Index® (ACSI) ratings. 

LG home appliances were rated second to none in overall product quality and value again this year, and took home 

the highest rankings in laundry for the second year in a row. According to the 2019 American Customer Satisfaction 

Index (ACSI) survey of customers rating their household appliance manufacturers. The American Customer Satisfac-

tion Index (ACSI) is the only national cross-industry measure of customer satisfaction in the United States. Each year, 

the ACSI uses data from interviews with roughly 250,000 customers as inputs to an econometric model for analyzing 

customer satisfaction with more than 380 companies in 46 industries and 10 economic sectors. According to the 2019 

ACSI survey of customers rating their household appliance manufacturers, LG is second to none in product quality 

and value, tied with another manufacturer in this year’s report. To learn more about the American Customer Satis-

faction Index, visit www.theacsi.org  
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