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Remote Product Service: Reducing Costs and 
Driving Revenue in a Down Economy  

Efficiency, utilization, and discipline: these three pillars are the focus of 
service and manufacturing firms in the current economic climate. Therefore, 
the call is for sustainable business models that can adapt quickly to changing 
times and assist service or manufacturing firms in providing exemplary 
preventive maintenance or break / fix service while maintaining service cost 
levels. Such sustainable models require discipline in process optimization, 
organizational support, knowledge management, and performance 
measurement. They also require support from automation initiatives, such 
as Remote Product Service (RPS), that assist firms in reducing excess costs 
and assist in driving newer value-added service and revenue streams while 
improving customer satisfaction.  

The Current Economic Climate 
With the current, tumultuous economic conditions, it is no surprise that 
service and manufacturing firms are facing an ever-increasing need to 
control costs. This needs to happen while meeting or exceeding service 
delivery requirements or expectations - whether it's preventive or break/fix. 
As indicated in April 2008 research for Aberdeen's benchmark The Maturity 
of Remote Product Service, cost pressures are a close second to customer 
support requirements in driving an increased focus on RPS technology. 

Figure 1: Pressures Driving Interest in RPS Solutions for Service 
and Manufacturing Firms in Today's Economy  
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Over the time period between April and December 2008, Aberdeen has 
tracked the continuous rise of cost concerns in the minds of service 
executives, whether it is for improved mobile workforce management or a 
tighter rein on the logistics around the return, repair, and refurbishment of 
a service part of an overall asset. 

To illustrate this point, responding firms indicated that the average cost of a 
single service dispatch had risen from $209 to $263 over the last two years, 
a near 26% jump over that period of time. Despite the short-term retreat in 
fuel prices, the ascendancy of cost pressures continues in the minds of 
service and manufacturing executives. 

Figure 2: Where to in '09? 

$209

$263

$160

$180

$200

$220

$240

$260

$280

2006 2008

Year

C
os

t p
er

 D
is

pa
tc

h 
(E

M
EA

)

 
  Source: Aberdeen Group, 2006 and 2008 

Therefore, the drive is to optimize service and maintenance processes with 
the aid of investments in tools that can drive efficiencies required to 
generate profitability. The call is for sustainable service models. 

The Remote Product Service Opportunity 
To support these service models, leading service organizations are looking 
to directly tap into their assets remotely, triggering corrective or preventive 
actions as and when service-related issues occur. This class of service, 
coined Remote Product Service (RPS) or Remote Device Management (for 
the remote service capabilities supported by Machine-to-Machine [M2M] 
connectivity), can enable service organizations to better address their 
customer service needs by enabling these firms to remotely capture and 
analyze asset performance data in:  

1. Triggering corrective actions, root cause failures, and dispatch 
workflows for an asset that has already broken down 

2. Initiating preventive service workflows for assets displaying suboptimal 
performance and require maintenance and repair before they break 
down 
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Nearly 45% (64% for Best-in-Class versus 41% for all others) of firms have 
indicated that they currently leverage some form of RPS with another 24% 
evaluating the use of RPS solutions in the next 24 months.  

From the perspective of percentage of assets in the field that are currently 
monitored remotely, there is a discernable shift in the number of firms 
remotely monitoring some proportion of their serviceable assets. In fact, 
the average proportion of assets currently being monitored has risen from 
11.7% to 16.5% over the last year - an annual growth rate of 41%.  

To support the active monitoring and service of these assets, leading service 
firms are nearly two times as likely to leverage remote product service 
applications when compared to all other firms. These firms are also more 
likely to rely on service management solutions that offer remote service 
functionality. Leading firms are also taking a keen interest in enterprise asset 
management and knowledge management applications to store and then 
access service and asset information - all in enabling better, faster, and more 
efficient service.  

Table 1: RPS Solutions Relied on by Leading Service Firms 

% of Respondents with Application 
Currently in Place Application Type 

Best-in-Class  All Others  
Remote monitoring / remote product 
service application 47% 25% 

Service management application with 
remote monitoring functionality 42% 30% 

Source: Aberdeen Group, April 2008 

Uses 
In addition to collecting data directly from serviceable assets to trigger 
corrective or preventive actions - either in the form of technician dispatch 
or customer contact - leading firms are feeding the captured equipment data 
back to their service technicians to aid with issue resolution and dispatch. 
Fifty percent (50%) of leading firms that have remotely connected assets 
leverage this capability compared to only 40% of all other firms. As such, 
these firms are collecting all this performance data from their serviceable 
assets and using it or planning to use it for a lot more than just monitoring 
the condition of the asset. Some of these and other planned uses will be 
addressed later in this document. 
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Table 2: First Connect, Then? 

Current Use 

Percent of Best-
in-Class who 

Remotely 
Capture Data 

Planned Use 

Percent of Best-
in-Class who 

Remotely 
Capture Data 

To monitor asset condition 78% To forecast future failures and plan 
service resource needs 58% 

To monitor asset performance and 
quality to assist in preventive 
maintenance 

61% To improve product design  44% 

To inform field technicians of failure 
and recommend resolution scenarios 
prior to dispatch 

50% To determine value-added services 39% 

To monitor asset usage information 
for repair / replacement decisions 50% To execute repair over a network 

without technician dispatch 28% 

To determine value-added services 44% To ensure timely / accurate invoicing 
or billing 28% 

To execute repair over a network 
without technician dispatch 39% To determine root cause of failure 

for warranty claims 28% 

Source: Aberdeen Group, April 2008 

With the variety of uses for RPS technology, firms have seen significant 
improvements in key service and asset performance management metrics 
that get to the core of efficiency and profitability while addressing customer 
satisfaction. Below, we will take a detailed look on how these changes 
impact key challenges faced by service firms in today's economic 
environment. 

Figure 3: Advantages Seen from Successful RPS Deployments 
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Addressing Cost and Customer Satisfaction 

During Dispatch - Controlling First-Time Fix 
First-time fix, one of the key measurements of service dispatch efficiency, is 
greatly improved in service organizations that equip their technicians with the 
right problem diagnosis information so that they bring the right parts and 
information to repair the asset on the first visit. In essence, technician 
familiarity with the problem and possible resolution scenarios, along with 
access to required tools and replacement parts, if necessary, form the recipe 
for improved first-time fix. While scheduling algorithms go a long way in 
ensuring that the right technician is dispatched with the right part, the effect 
of these algorithms can be heightened with data fed back from a remote 
monitoring system. Information captured directly from the asset, regarding 
cause of failure, error codes, etc., can greatly ensure accurate issue diagnosis 
or narrow possible causes of failure prior to technician dispatch. As a result, 
the requirements for resolution can then be matched with current technician 
resources and capabilities to ensure appropriate technician dispatch.  

Taking this a step further, an accurate diagnosis can also provide technicians 
with access to possible resolution scenarios to enable the quick and efficient 
resolution of service issues. Leading service organizations are taking advantage 
of remote monitoring technology and remote product service to assist their 
technicians with the above mentioned processes for diagnosis and resolution. 

Resolution without Dispatch 
Remote product service applications can also essentially eliminate 
unnecessary dispatches by enabling: 
1. Remote repair. Of leading service firms that remotely monitor their 

serviceable equipment, 39% are using remotely captured data to repair 
or maintain assets "over the air." While connectivity frameworks vary 
with organizations, a majority are using tethered Ethernet and 
broadband services to link to their assets to feed repair information 
when they notice that the equipment has failed or is due to fail. In 
addition, as firmware and embedded software become more prevalent 
in today's equipment and products, remote connectivity can also be 
used to feed patches and software upgrades that ultimately ensure that 
equipment continues to run efficiently. 

2. Self-service. Aberdeen's research has also revealed the increased use of 
customer self-service scenarios to reduce the time and expense associated 
with technician-assisted repair. While the applicability of self-service varies 
with the complexity of serviceable equipment or repair and / or liability 
issues associated with self-service, remote monitoring solutions can greatly 
assist service organizations and asset-operators in prompt service of their 
assets. This can be accomplished in a number of ways. For instance, if the 
repair only requires the simple removal and replacement of a part / 
component such as a printer cartridge, the required part can be shipped 
directly to the customer with installation instructions.  
Some service organizations also provide the asset-operator with access to 
self-service scenarios through a web-based portal or through direct access 
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with repair technicians or CSRs. These resources can then guide the asset-
operator through resolution scenarios based on accurate issue diagnosis 
captured via remote monitoring technology or onboard diagnosis tools. 
For instance, the asset operator can enter an error code into a web-based 
portal to access possible resolution scenarios. Twenty-two percent (22%) 
of leading organizations are currently planning to use their remote 
monitoring or RPS capabilities to enable self-service scenarios. 

Not only do these processes ensure that unnecessary dispatches are 
avoided, but they also ensure that repair time and, more importantly from a 
customer's (asset-operators) perspective, downtime is minimized. Near 22% 
improvements in asset availability and MTBF are sure to lead to improved 
customer satisfaction and retention numbers in a tough economic climate.  
From a cost perspective for the servicing or manufacturing firm, we can use 
a simple example to illustrate some of the potential cost savings with the 
dispatch reduction avenues afforded by RPS solutions - an average-sized firm 
with 75 technicians can see a near-$4 million reduction in dispatch-related 
costs from the adoption of RPS solutions. While this example does make 
several simple assumptions, it highlights the magnitude of savings by using 
remote product service tools. 

Table 3: Cost Savings from Dispatch Avoidance 

C1 C2 C3 C4 C5 C6 C7 

Type of Firm 
(No: Field 

Techs) 

Avg. 
Daily 
Trips 
per 

Tech* 

% 
Reduction 

in 
Dispatches 
from RPS 
Adoption* 

Avg. Daily 
Trips per 

Tech (Post 
RPS) (1-C3)x 

(C 2) 

Avg. Annual 
Dispatch 

Reduction (Post 
RPS)** (C4-
C2)xC1x200   

Cost Per 
Dispatch* 

Total Dispatch 
Cost Reduction 

(C5xC6) 

Small (50) 3.6 28% 2.6 50*200= 10,000 $198 $1,980,000 
Average (75*) 3.5 28% 2.5 75*200= 15,000  $263 $3,945,000 
Mid Size (200) 3.2 31% 2.2 200*200= 40,000 $333 $13,320,000 
Large (500) 3.5 25% 2.6 450*200= 90,000 $274 $24,660,000 

* Aberdeen Data Findings, March, April, and Sept 2008  

**Assuming no other resource adjustments. 200 work days per technician 

Green 
In addition to significant cost and customer satisfaction benefits, RPS tools 
also assist in saving another form of green - the environment. In the case of 
remote service solutions, the greening result is primarily the highlighted 
dispatch-avoidance benefits through remote resolution or self-service or 
through improved first-time fix. In similar fashion to the above example, 
Aberdeen's research found that average-sized firms (approximately 75 
technicians / vehicles) were experiencing a 1,575 daily mileage reduction. 
Given current estimates of service van efficiency of 15 mpg city, a 1,575 
mileage reduction eliminates the usage of nearly 105 gallons of fuel - and a 
drastically friendlier carbon footprint. For more information, see the 
Remotely Becoming Green Analyst Insight. 

http://aberdeen.com/summary/report/perspective/5629-AI-green-service-management.asp
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Revenue  
On the other side of the savings issue is the need to generate additional 
revenue streams. While not as high on the list of pressures for most firms 
when compared to cost containment of customer satisfaction endeavors, 
incremental revenue opportunities can greatly supplement cost containment 
exercises to drive increased profitability. As such, 44% of leading firms are 
currently leveraging remotely captured data to determine value-added 
services that can be provided to tap new revenue streams. Another 39% 
(Table 2) are eagerly looking to introduce the RPS-enabled arsenal of value-
added services and get further entrenched in the lifecycle of every 
serviceable product. Improved monitoring of asset usage can enable the 
manufacturer or service firm to assist the asset-operator in optimizing 
processes around the use of the equipment. Furthermore, information 
capture also allows for more tiered service contracts, guaranteeing varying 
levels of asset availability for differential price levels. Asset information can 
also assist the manufacturing firm in guiding the asset-operator toward the 
purchase or upgrade of equipment based on asset usage and capacity. These 
are just some examples of revenue-generating opportunities by leading 
service and manufacturing firms. 

Case Study - Varian Medical Systems Inc. 
Varian Medical Systems, Inc. is the world's leading manufacturer of integrated 
cancer therapy systems as well as a supplier of X-ray tubes and flat panel 
digital subsystems for imaging in medical, scientific, and industrial applications.  

Varian has a variety of medical instruments and cancer treatment systems 
that support today’s leading-edge treatment modalities with Intensity 
Modulated Radiation Therapy (IMRT) and Image Guided Radiation Therapy 
(IGRT). These treatment systems are deployed at more than 1,000 hospitals 
and clinics worldwide. Traditionally, system and equipment problems have 
required one or more service technicians to diagnose and resolve issues at 
the hospital site, resulting in higher costs and lost patient treatment time. 
The loss of one day’s treatment time for a typical treatment device can 
result in 35 patients missing their treatments—something that hospitals and 
patients cannot afford. Problem resolution can also be complicated if 
incorrect or incomplete information has been provided by the operator, or 
in cases where the problem cannot be recreated once the technician is on 
site. Additionally, operators of the Varian Acuity™ imaging system, an 
integrated simulator and verification tool for testing patient treatment plans, 
occasionally require expert assistance to optimize the image quality, solve 
operational problems, and tune system performance. All these operational 
issues cost time and money for Varian and their customers. 

To better manage these issues, Varian has deployed Axeda® ServiceLink™ 
for servicing the company’s information system and treatment planning 
software products, as well as Millennium™ MLC and Acuity™ systems. 
Available since 2001, the solution is marketed by Varian as SmartConnect™ 
and provides superior customer support and maximizes uptime. Eliminating 
a single customer site visit can save a Varian customer 8 to 12 hours of 
treatment time. With its remote system, Varian directly and securely 

"Remote connectivity has 
made service an even more 
indispensible part of our 
business. The provision of 
remote service provides our 
prospects' customers with 
the confidence that we will 
ensure the highest level of 
service and asset 
performance." 

~ Dan DuBeau, Remote 
Access Program Manager, 

Varian Medical Systems 
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connects to their customers' systems when support is required, providing 
quick and accurate problem resolution. The remote application also 
provides remote desktop sharing and file-transfer capabilities so that 
support engineers can pinpoint the exact cause of failure and remotely 
repair and upgrade systems. Varian also utilizes a Global Access Server, also 
provided by Axeda, to speed up connection times, decrease latency, and 
increase performance in the support of customers around the world. The 
solution can also provide automatic notification of field service 
professionals, via alert messages, if a monitored system or instrument falls 
outside of the pre-set operating parameters. In an effort to bring equipment 
back online, an operator may choose to restart a workstation or 
application, and that event can be monitored by Varian for quick response. 

Varian SmartConnect™-enabled systems are now deployed in more than 
3,000 treatment centers, where they are used an average of 17,000 hours 
per month. The solution is helping Varian to increase customer productivity, 
shorten response time to repair, and allow for remote problem diagnosis 
and resolution. Today, Varian resolves 600 calls in the United States per 
month remotely by their help desk, resulting in four hours of travel time 
saved per call. Since an average customer service call is approximately two 
hours, the company is realizing a 50% reduction in MTTR. Moreover, an 
average response time of four hours can also be reduced to two hours on 
SmartConnect-enabled systems, with an estimated savings to a hospital of 
more than $2,000 per event. Given the benefits felt by Varian's customers, 
there have been few objections to remote monitoring. Varian reports that 
85% of customers have no objection at all, with the remainder of customers 
primarily raising IT-specific issues that are resolved through Varian's project 
documentation and adherence to an audit trail. 

Because real-time and historic device information is stored in the system as 
well, Varian can create performance reports at any time and ensure that 
their products operate at peak performance. With SmartConnect™, Varian 
completely installs and maintains updates for their software product lines—
without requiring any field service support. They also report that the 
product’s remote service capabilities have helped grow software service 
contracts, which are currently captured at a rate of 17% higher than 
hardware service contracts.  

An advantage that was not foreseen was the training capabilities enabled by the 
remote solution. Inexperienced technicians are now literally able to connect to 
the knowledge of a group of experts if need be to resolve complex issues 
while being able to learn on the fly. Using this spirit of collaboration, Varian has 
also implemented a design for serviceability initiative where design and service 
teams constantly collaborate to ensure improved quality. 
The SmartConnect™ solution has helped Varian address three major 
pressures being felt by service and manufacturing firms in the current 
economy. First, Varian has been able to drive customer satisfaction through 
faster response times coupled with a 50% reduction in mean time to repair, 
which also amounts to significant savings for Varian customers. Remote 
service capabilities have also allowed Varian to shave 600 monthly 
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dispatches in North America alone, leading to significant fuel-related cost 
savings. In addition, technician time that would have been used in resolving 
those issues can now be dedicated to faster resolution of issues that cannot 
be resolved remotely. Finally, remote product service capabilities have also 
helped Varian grow its sales of software service contracts, leading to 
incremental and predictable revenue streams. The trifecta of improved 
customer satisfaction, reduced costs and enhanced revenues will enable 
Varian to drive and sustain profitability even in challenging economic times. 

Concluding Remarks - Challenges and Next Steps 
Despite the incredible case for RPS solutions, especially in an uncertain 
economy, adoption numbers, in terms of percentage of serviceable assets 
monitored remotely, still present a significant opportunity for improvement. 
The lower current adoption numbers seem to indicate a general lack of 
understanding on the part of both OEMs or servicing organizations and the 
asset-operators on the potential benefits of remote product service. In 
Aberdeen's RPS survey, nearly 31% of responding firms indicated that they 
were unable to make a business case for RPS or that they believed that the 
technology's benefits were unproven. Thirty-five percent (35%) of 
respondents indicated that they did not have the IT resources to support 
the project, indicating perceptions of serious IT infrastructure work to 
facilitate remote monitoring. Another 27% felt that integration with current 
back-office systems posed a significant challenge to leveraging all the 
additional data that would be enabled from remote monitoring solutions.  

Coupled with integration and IT requirements, a large portion of 
respondents indicated that the perceived time to implement the monitoring 
technology and applications and reap benefits from these solutions was too 
long to justify the investment. Data security concerns were also cited as a 
barrier to adopting RPS solutions.  

Figure 4: Hurdles in the Adoption of RPS 
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As education increases on the benefits of these solutions - to both asset 
manufacturers / servicers and asset-operators - adoption numbers are 
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bound to rise. Industries such as medical device manufacturing and 
aerospace are ahead of the curve in terms of adoption with industrial 
equipment manufacturing, IT services, and utilities following closely behind. 
Solution providers in the RPS space are also taking significant steps to 
alleviate challenges with security and integration through forays into 
Software-as-a-Service (SaaS) and information capture verification and 
certification. The emergence of on-demand delivery models will go a long 
way in reducing the amount of stress placed on IT resources during 
deployment and for ongoing maintenance. Concurrently, the rise of revenue 
generating value-added services that can be afforded with RPS-associated 
connectivity will also serve to create interest in the solution space. 

The combination of these factors, along with the increased ability to tap into 
a wider array of assets through the reliance of wireless networks will also 
serve to increase asset-operator interest in these solutions. While most 
solutions and applications in the market now are aimed directly at the 
manufacturer, in today's uncertain economy, these operators will also want 
to optimize their processes around equipment usage so as to benefit from 
improved reliability, utilization, and asset performance. 

For more information on this or other research topics, please visit 
www.aberdeen.com. 
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