Perfect Service is the
Future of the Industry

How Al and data-focused technology will meet a
new standard of customer expectations, ensuring
each maintenance call is bound for a near-perfect
success rate.




Perfect Service means your
equipment is up and running for
the longest lifespan possible —
without disruption.

The standard break/fix model that our industry has come to rely on
is becoming antiquated — primarily driven by evolving customer
expectations, technological advancements, and the inherent
inefficiencies of a reactive approach. In today’s world of tariffs,
supply chain issues, and financial instability, businesses and
consumers alike have a demand for maximum uptime. Any
disruption to equipment or systems can lead to significant financial
losses, productivity drops, and customer dissatisfaction. The world
expects continuous operation, not quick fixes after a failure.




Today's customer expects a proactive, holistic, and personalized
experience. Companies that excel in these areas are more likely to retain
customers and gain a competitive edge:







Achieving Perfect Service begins
before a technician ever enters
the jobsite.

This evolving expectation makes way for a new standard: Perfect
Service.

Propelled by proactive planning and access to comprehensive
equipment data, there are three specific areas in which data-
focused technology and Al can be deployed to attain this perfect
standard: in the field, in the decision-maker’s office, and at the
point of manufacturing.




Focus Areas

Field Technology Business Technology OEM Technology
Solutions Solutions Solutions



Field Technology Solutions for
Perfect Service

Al can provide a lot of upside for field service organizations —
optimizing operations; on-site guidance that can help improve first-
time fix rates and technician productivity; automated
documentation, quoting, and report writing; Al-based support and
training for new technicians; and more.

In a recent blog on the topic, research firm IDC noted that Al
provides an opportunity to “close the gap” between data and
insights — but Al really takes us further. Field service managers can
get so bogged down in meeting or exceeding standard KPIs or SLA
requirements — meeting a service window commitment, claim
processing speed, uptime, job completion rates — that they
overlook why they are trying to improve performance. Al can help
you meet those requirements, but all of this is supposed to be in
service of creating customer value. As IDC notes:



https://blogs.idc.com/2024/09/16/ai-helps-field-service-focus-on-customer-value/
https://blogs.idc.com/2024/09/16/ai-helps-field-service-focus-on-customer-value/

If Al is to improve the speed of service, technicians
should be measured on the value they are providing
to the customer and not on how many more jobs
they can complete. The improved speed of issue
resolution as a result of Al providing better answers
to the reason for failure should allow the humans on
the service team to focus on the customer.



Perfect Service in the field not only raises the bar for service execution, but also
puts data in the hands of technicians and project managers. With the efficiencies
Al creates, techs have more time on site to use that enriched data to create
more value, and strengthen the customer relationship. Al and data technology
tools can enable this level of Perfect Service across the service process:

Once on site, technicians leverage technology to
troubleshoot equipment, access repair procedures,
identify needed parts, and find answers to any
questions/problems they may encounter. This is
particularly helpful for newer or less-experienced
technicians, who otherwise would have to call a senior
technician to answer simple questions.
Al tools scan the information the technician
collects during the repair process, and
provide an automated and accurate work
summary, along with all necessary
documentation based on contract
requirements.



Using historical data, data-focused
technology tools will provide customer,
brand, and location-specific information to

the technician that can not only help improve Technology enables
the likelihood of a successful repair, but also automation of tasks like
provide a more personalized service sharing work details with
experience to the customer. relevant stakeholders and

systems, and sending alerts or
reminders to customers.

Data-focused technology and Al helps technicians turn
“I think” moments into “l know” moments, providing
new levels of intelligence that help solve the immediate
service issues, and anticipate future needs before a
failure happens — that is the essence of turning data
into insight in support of the Perfect Service mission.

Technology systems make automatic
recommendations for upselling and
cross-selling that are specific to a
given customer/equipment. This can
help increase close rates without
wasting technician and customer time
with unwanted sales pitches.
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With accurate data on customers and their equipment, technology
solutions provide field service decision makers with real business
intelligence that can elevate service delivery in a variety of ways.

Before the technician arrives at the job site, decision-makers
already have the knowledge of the age of equipment at the
location, service and maintenance history, typical causes of the
service issue, all parts and tools needed to execute a repair, and
recommended preventive maintenance. The technician arrives
informed of the state of the jobsite they'll be working in, and the
environmental conditions impacting their equipment.

All of the potential hard-dollar benefits in increased sales or
reduced costs really flow downstream from that experience.
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Areas of Focus:

Data-powered technology for decision makers

Technician Resume

Complex Decision Making

With Al-powered analysis, managers quickly identify the most
qualified technician for a job based on past experience with specific
brands/makes/models. Along with what tools they need, how long
the repair will take, site/customer/maintenance history, and more.

Data-focused technology analyzes specification and performance
data from equipment to anticipate failures or service needs based
on patterns of usage, which allows field service organizations to
provide proactive maintenance, reduce downtime, and improve
resource allocation.

Al streamlines complex decision making processes. For example,
adjusting schedules based on technician availability, part
availability, and customer requirements.

More than half (54%) of
respondents to an
Uptime Institute survey,
“Annual outage analysis
2024" reported that
their most recent
significant outage cost
over $100,000, with
16% indicating costs
exceeding $1 million.
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https://uptimeinstitute.com/resources/research-and-reports/annual-outage-analysis-2024

In addition to predictive maintenance, data-focused technology tools analyze the
. . installed equipment across the customer base, along with performance and failure
Active AnalyS|S data, and identify customers who are due for a refresh/replacement.

The aggregated data on equipment performance, common issues, and service
history allows business owners to identify patterns and proactively recommend
preventative maintenance schedules to customers. This shifts the relationship from
reactive repairs to a valuable, long-term partnership aimed at maximizing uptime.

The visual documentation and data collected during service calls uncovers instant
opportunities for upgrades, replacements, or additional services (e.g., "This filter
ViSLlal Documen‘l‘ation needs replacing, and | also noticed your older unit could benefit from a smart
thermostat upgrade for energy savings"). Technology helps quantify these
opportunities for both the technician and the back office.




The Al Assistant

Note that the benefits described previously all involve technology
helping technicians and other team members do their jobs better. It
doesn’t eliminate the need for those jobs. Al and more intelligent
technology doesn’t replace technicians; it acts as an assistant that
helps enhance and advance workflows, eliminate “busy work” that
eats up valuable time, and makes it easier to determine the next
steps in the customer service journey.
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OEM Technology Solutions for
Perfect Service

From the perspective of a manufacturing decision-maker, there’s a
considerable lack of information about how your equipment is
performing in the real world. By mandating the use of data-focused
technology to all providers, you’ll own access to real-time
equipment performance data collection, and a wealth of visual and
contextual data (photos, videos, notes, dataplate scans) during
installations, maintenance, and repairs. This data is invaluable to
OEMs.

OEMs stand to gain immense value from data-focused technology,
not just in improving your own after-sales service (if provided
directly), but also in optimizing product design, manufacturing
processes, and supporting dealer/contractor networks.
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Areas of Focus:
Data-powered technology for OEMs

By analyzing aggregated field data, OEMs pinpoint which components fail most
Common Points Of Fallure frequently, under what conditions, and why. This direct feedback loop from the field
is far more robust than anecdotal evidence.

These insights directly inform product design improvements, material selection, and
manufacturing processes, leading to more reliable and durable equipment. Identify
which units fail most often, what parts are needed for common repairs, and when
repeat malfunctions occur from replacement parts.

With field and performance data, OEMs identify design flaws that make equipment
difficult to service, leading to improvements that reduce repair times and technician
frustration in future models.

By understanding root causes of failure from field and performance data, OEMs
Warra nty ClalmS implement design changes that reduce warranty claims and associated costs.




Diagnostics

Proof of Work and
Compliance

OEMs provide their authorized service networks (dealers,
contractors) with access to a knowledge base, pre-populated with
their proprietary diagrams, manuals, and troubleshooting guides.
This empowers technicians to diagnose and fix issues faster, even
for complex or newly released equipment.

Data on frequently used parts for specific repairs helps OEMs
optimize their spare parts inventory and distribution, ensuring parts
are available when needed and reducing carrying costs.

Standardize service procedures and documentation across all
partners, ensuring that customers receive a consistent, high-quality
service experience regardless of who performs the work.

Technicians use technology like XOi to capture visual proof of
installation and maintenance, ensuring compliance with warranty
terms and regulatory requirements. This benefits both the OEM and
the end-customer.
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By accessing and owning
field data, OEMs build
stronger relationships with
their customers, leading to
increased brand loyalty,
repeat business, and higher
lifetime value ... setting the
standard at the topmost
level for the expectation of
Perfect Service.
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Perfect Service is attainable.

Given the embrace of technology across the field service industry,

Perfect Service is poised to be the new baseline of service delivery.

Data-focused tools can make this easier, while also improving
customer satisfaction, job satisfaction for technicians, reducing
costs, increasing revenue, and ensuring the equipment you provide
and service is up and running for the longest lifespan possible.

XOi is embracing the new era of Perfect Service and building
intelligent tools a modern field service business needs to succeed.
If you'd like to speak with a team member about our vision for the
future, visit us at XOi.io to request a product demo.
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