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Executive Overview
If your company has equipment on customer premise that you service, this
“State of Field Services” paper is for you.
Digital transformation is affecting many industries, but it has the potential to completely redefine
original equipment manufacturer (OEM) business models, with significant implications for field services
organizations. In this “State of Field Services” paper, we will:
•
•
•

•

Share the six megatrends fueling the digital transformation and their impact on the field
services organizations of OEMs.
Introduce TSIA’s new Healthcare Technology and Industrial Equipment benchmarking peer
groups and share how the digital transformation is impacting each vertical.
Discuss the three key trends that will influence field services organizations in 2019 and
beyond:
1. The Digital Transformation: Three Operational Zones
2. Optimizing Service Delivery: Being the Low-Cost Provider Never Goes Out of Style
3. Value Creation Is King
Provide practical next steps based on where your industry and company are in the
transformation.

“The State of Field Services: 2019” is designed to be used by members to maximize their leverage of
TSIA research and resources by providing an overview of the capabilities field services organizations
are investing in during 2019.
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Business Model Disruption Impact on Field Services
Digital transformation will redefine OEM business models within enterprise IT, industrial equipment,
and medical equipment, among others.
The operating model of traditional OEMs was designed to optimize the push of prepackaged products
to customers via large, up-front deals. The goal of this CapEx model is to get the maximum amount of
product assets transferred from the OEM’s balance sheet to the customer’s balance sheet in one big
order, with 70% or more of the total purchase price paid up front.
There are two huge headwinds for these CapEx business models today:
1. Since the core technology asset is commoditizing, customers don’t really care about the
original equipment manufacturer’s product anymore.
2. Digital transformation is enabling customers to pursue new OpEx consumption models that do
not require large up-front purchases.
The underlying theme of the disruption is this: Customers are looking for their technology supplier to
have some “skin in the game.” They want a supplier that will share the risk of the implementation and
help them achieve business outcomes from their investment. As a result, the supplier now has to play
an active role in optimizing the customer’s actual outcome, which means that the field services
organization needs to fully embrace a different set of skills. (See “Winning the Field Services Talent
War” on-demand webinar.)
The added complexity is that these new skills need to be incorporated into the organization while
continuing to provide ongoing support and maintenance services. These services are, and will
continue to be, a very important revenue stream for the company. Fortunately, field services
organizations already possess many of the fundamental capabilities that will be necessary to succeed
in the future. As the industry comes to grips with changing business models, there will come a time
when the CEO will realize that the company must become more aligned with the delivery of customer
business outcomes only to discover that there is no gas pedal. We believe that technological
advancements and inherent core capabilities position the field services organization to be that gas
pedal.

What Is Digital Transformation?
Digital transformation has been a hot topic for the last few years. And the conventional wisdom is that
if you’re not doing “it,” your company is in a lot of trouble. But what exactly is “it,” and why should you
care?
Digital transformation is generically defined as “a novel use of digital technology to solve traditional
problems.”1 Later in this report, we list six technological advancements that enable a digital
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transformation—one of them being sensor technology. These new sensors enable OEMs to capture a
complete digital representation of a product’s physical properties, i.e., a digital twin, and store it in the
cloud. But simply digitizing your product doesn’t mean you’re participating in the digital transformation.
That’s because the operative word is not “digital,” it’s “transformation.” When you start to leverage this
data to improve business outcomes for both you and your customer, only then can you claim you are
digitally transforming. Ultimately, the data being collected across an entire install base will deliver more
business value than the physical component itself. Let that sink in for a little bit—when the data
becomes more valuable than your manufactured product, the old CapEx model is dead.
The key question is whether a traditional manufacturer can turn itself into a
modern technology company faster than high-tech entrants can learn
drivetrains, valves, radiology, crankshafts, and conveyance.

Signs You’re Encountering Digital Disruption
Very few people would disagree with the notion that OEMs are in the midst of a digital disruption, but
how fast and severe the change is, plus how to respond, is still a matter of fierce debate. We
introduced the warning signs in “The Digital Transformation of Hardware Companies” on-demand
webinar, but the list bears repeating. There are four unmistakable signals that the customer wants the
OEM to be more aligned with their business outcomes (presented in the order of appearance and
increasing degree of urgency):
1.
2.
3.
4.

New SLAs that guarantee performance and/or outcomes.
Deals disrupted by discussions of consumption-based offers.
Traditional product/service growth rates flattening.
Stock price/market cap not growing.

So, while the digital transformation is disrupting traditional OEM business models, the good news is
that it’s not something that just pops up overnight. If it’s a surprise, you haven’t been paying attention.

Six Megatrends Fueling the Digital Transformation
Once these warning signs start to show up in your business, chances are a technological tipping point
is not too far into the future. A tipping point is that moment beyond which a significant and often
unstoppable effect or change takes place. For OEM business models, that tipping point is here.
There are six technological advancements that are rapidly moving entire industries from owning the
asset and toward buying “as a service.” These advancements enable OEMs, and new entrants, to
create as-a-service offers that will categorically change industrial business models.
1. Miniaturization/sensor technology. Smaller, cheaper, and smarter sensor technology
enables a company to capture a digital representation of performance, status, or usage. As a
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2.

3.
4.

5.

6.

result, meaningful localized analytics are now possible in a variety of applications and
environments.
Connectivity. Everything and everyone within an ecosystem can now be connected. Cloud
storage of a “digital twin” in structured and unstructured data sets will enable modeling,
machine learning, and operational insights.
Low-cost storage. The rapid decline in the size and cost of computing, connectivity, and
storage technologies enables access and leverage of huge datasets.
AI/machine learning/big data. An exponential increase in data can lead to more
sophisticated problem solving/modeling of the customer’s ecosystem, including descriptive
analytics, predictive analytics, and prescriptive analytics.
The sharing economy/gig economy/democratization. Assets and knowledge can be
shared among new and existing players to create new business models that accelerate the
disruption.
a. Example: Each vehicle that goes into a full-time car-sharing service, such as shorttime rental company Zipcar, supplants four to six new car sales and postpones the
purchase of up to seven more.2
Falling barriers to entry. Traditional business models were once the realm of professionals
and economies of scale. The poster child of a high barrier to entry, massive automobile
manufacturing facilities, quickly come to mind.
a. Example: 3D-printed vehicles are advancing at an incredible rate. LM Industries and
their 3D printed car believe that mass manufacturing is a relic of a past era.3

These six advancements will force OEMs to move from their comfortable “make, sell, ship, and forget”
approach to “make, sell, own, operate, and remember” model. In turn, it will require every OEM to
become more of a software company and system integrator than ever before.

Three Key Field Services Trends
The megatrends fueling the digital transformation have led to three trends that are impacting almost
every field services organization we interact with:
1. The Digital Transformation: Three Operational Zones
2. Optimizing Service Delivery: Being the Low-Cost Provider Never Goes Out of Style
3. Value Creation Is King

1. The Digital Transformation: Three Operational Zones
Customers want help driving their business outcomes. Investors are insisting on annual recurring
revenue. The six megatrends are making it easier for new entrants to enter traditional OEM
markets. Each of these factors are pushing and dragging OEMs toward new OpEx models. As a
result, we see with increasing frequency the C-suite of member companies wanting to immediately
go “all in” on IoT and as-a-service offers.
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If it was only that easy.
While there is no doubt this is where the industry is heading, companies cannot go from 0 to 100
miles per hour instantly. Using TSIA’s Industrial Equipment 40 (IE 40) index and service revenue
as a percent of total revenue as a guide, we have identified in Figure 1 three operational zones
which inform immediate next steps for OEMs.
Figure 1: Digital Transformation: Three Operational Zones

Zone 1: Monetize
Services

Zone 2: Increase Install
Base Under Contract
(Connected)

Zone 3: Pursue “Techas-a-Service” Offers

Zone 1: Monetize Services
If less than 10% of your company revenues are derived from services, the idea of jumping straight to
as-a-service offers is simply a bridge too far. Companies in this zone have operated with a make, sell,
ship, and forget it mindset. What really happens after the installation when customers own and operate
the equipment? How much do suppliers really know about customer process and business outcomes?
How do suppliers move from “free” to “fee” services when nobody wants a service contract to get in
the way of a good product sale? If your company generates less than 10% of company revenue from
services, establishing a services culture that you can monetize is a critical first step. For Zone 1
companies, after the deal is closed and their salesperson is off to the next deal, field service engineers
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are THE face of the supplier in front of customers and play an outsized role in moving to the next
zone.

Zone 2: Increase Connected Install Base Under Contract
In this zone, companies have an established services business with a contribution of up to 25% of total
revenue. As you can see in Figure 1, a large percentage of the IE 40 index fall within this zone.
Unfortunately, many OEM companies are trapped here and are experiencing a great deal of difficulty
breaking out. The main reason is that it requires a view beyond their product, and they have to start
the transition to a “make, sell, own, operate, and remember” model.
Field service engineers are a distinguishing factor in increasing renewal rates and increasing the
install base under contract. The benefit of connecting the install base is that the data collected can be
used for preventive, predictive, and proactive support, which can drive down total service delivery
costs.

Zone 3: Pursue Tech-as-a-Service Offers
As services revenue grows beyond 25% of company revenue and a large percent of the install base is
connected, the foundational elements exist to pursue tech-as-a-service offers. With as-a-service
offers, the math changes dramatically. Suppliers will not get paid if the equipment goes down. The
cost to maintain and operate the equipment resides with the supplier because they still own the asset,
so the role of the FSE must change dramatically. Moving beyond break/fix, they will now focus more
on driving adoption and finding new ways to improve business performance…and getting paid for that
value-added contribution.

2. Optimizing Service Delivery: Being the Low-Cost Provider Never Goes Out of Style
As noted in every “State of Field Services” paper, being the low-cost provider never goes out of style.
As one of the largest cost drivers in any services organization, an annual objective of every field
service organization is to drive cost down. Digitization, enabled by a connected install base, plays a
key role in moving beyond the traditional methods of shaving a few minutes off of travel and repair
time and improving utilization rates.
From the TSIA Field Service Benchmark,4 the median organization has 90% of their install base with
diagnostic capabilities embedded in the product (great example of the growth in digitization). Only 50%
of their install base is enabled with remote diagnostics and support access, and the percentage of
install base with self-healing capabilities is still negligible. However, the potential to do so much more
is evident when you look at the equipment incident driver tree (Figure 2). Pacesetter companies have
utilized proactive technologies to eliminate the need for an on-site dispatch 71% of the time.
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Figure 2: Service Incident Driver Tree, Proactive Support Technologies

Self-Healing
Repair

% Resolved
Due to SelfHealing
Repair

Unassisted
Support
Incident

Equipment
Issue

Service
Incident

Assisted
Support
Incident

Pacesetters Eliminate 71% of Truck Rolls

Pacesetter:
5%

% Resolved Due to
Diagnostic Capabilities
Embedded in Product

Pacesetter:
6%

Diagnostic Capabilities
Support Service Access

% Resolved Due to
Diagnostic Capabilities
Support Service Access

Pacesetter:
17%

Support Service/Field
Service Resolve Over Phone

% Resolved Due to
Support Service/Field
Service Over Phone

Pacesetter:
43%

Diagnostic Capabilities
Embedded in Product
All Other Unassisted Support
Incidents

All Other Assisted Support
Incidents

On-Site
Incident

FS BM
KEY

Metric

Practice

Demographic

Not included in FS BM

Field service has to take a leadership role in reducing the total cost to serve by capturing incident
causals, being aggressive customers with product design teams, and capturing effective repairs
through knowledge management platforms to eventually reduce the number of incidents that require
an on-site dispatch for resolution.
Does this mean on-site field services organizations will cease to exist? Not in our lifetime. As
equipment becomes more reliable and more incidents are resolved remotely, the total work content
related to low value-added break/fix is greatly diminished. However, it does not disappear. So, the mix
of work changes, which leads us to our next trend.

3. Value Creation Is King
Services has always been about getting paid commensurate to the value created. Depending upon
which operational zone your company resides in, the value-added service offers you pursue will
change. Figure 3 shows the strong correlation (p-value <1%) between install base under contract and
the percent of company revenue attributed to support and maintenance offers.
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Figure 3: Value Creation in the Three Operational Zones

Zone 2

Zone 3

Install Base Under Contract (percent)

Zone 1

Percent of Total Company Revenue: Support and Maintenance

Zone 1: Value Creation
In Zone 1, the average company only has 28% of their install base under contract. Monetizing services
beyond warranty, which is intended to ensure that the product you sold works, is the objective in Zone
1. These offers have to monetize the value they create through faster response and resolution times,
product and application support beyond initial training, and extended hour coverage, as examples.
Moving from free to fee services and developing and delivering differentiated field service offers (see
“Creating Field Service Offers that Increase Customer Value” on-demand webinar) based on service
level agreements are critical Zone 1 activities.

Zone 2: Value Creation
Zone 2 companies average between 45% to 60% of their install base under contract. As we noted
earlier, the objective is to connect the install base in order to track effective adoption of the technology,
gain insights on process optimization, and learn how to move the needle on targeted business
outcomes. As break/fix becomes a smaller element of an FSE work day, organizations are leveraging
FSEs to play a more prominent role in adoption and expansion activities (Figure 4), which are
correlated with improved contract renewal rates (+9 points), increased install base under contract (+13
points), improved first-visit repair rates (+8 points), and lower employee attrition (-1.4 points).5

www.tsia.com
©2019 Technology Services Industry Association | 17065 Camino San Bernardo, Ste. 200 | San Diego, CA 92127 | Tel. 1.858.674.5491

10

Figure 4: Field Service LAER Activities

Traditional Strengths of OEMs

Land

Adopt

Expand

Renew

Field Service LAER Activities
Ø Assess Utilization
Ø New Features
Ø Success Science
Ø Solicit Enhancements

Zone 3: Value Creation
In addition to traditional product and service revenue, Zone 3 companies are more oriented to helping
customers achieve business outcomes. For instance, Trimble (see “Monetizing in an IoT World” ondemand webinar) leveraged existing domain expertise to improve customers’ outcomes and grow
annual recurring revenue at two times the company growth rate. From Figure 1, Trimble has
distinguished itself from other IE 40 companies in that it has profitably increased its service
contribution (service revenue at 35% of total company and 65% service gross margin). Zone 3
companies build IoT-enabled service offers in the following categories:6
•
•
•
•
•

Process Optimization
Fleet and Asset Management
Operational/Managed Services
Process Integration and Optimization
Outcome/Pay-per-Use

Top Business Challenges
These three trends and the business realities of running a large, important business are reflected in
the inquiries TSIA receives every day. TSIA maps each inquiry to a specific organizational business
challenge, and we are able to track which business challenges are showing up with the greatest
frequency. Figure 5 shows a summary of the top business challenges related to TSIA field services
inquiries in 2018.

www.tsia.com
©2019 Technology Services Industry Association | 17065 Camino San Bernardo, Ste. 200 | San Diego, CA 92127 | Tel. 1.858.674.5491

11

Figure 5: Top Field Services Inquiries in 2018
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Top Field Services Business Challenges 2018

Source: TSIA Research.

TSIA Goes Vertical
With the significant growth of TSIA members in both the healthcare technology and industrial
equipment verticals, TSIA has created industry-specific peer groups within the field service research
area. To illustrate differences by vertical, Table 1 lists key sales and marketing metrics.
Table 1: Key Sales and Marketing Metrics by Vertical
Key Metrics by Vertical

Enterprise IT

Initial Attach Rate
Renewal Rate
Install Base Under Contract

61.9%
73.5%
65.8%

Healthcare
Technology
26.7%
85.4%
49.3%

Industrial
Equipment
35.3%
79.5%
40.1%

Since enterprise IT, industrial equipment, and healthcare technology are generally in different
operational zones, the business challenges within each industry take on different priorities. In Table 2,
the field service business challenges are presented in a heatmap format, highlighting inquiry
concentration by vertical. For example, a ratio of 1.62 means that the number of inquiries for that
vertical were 62% higher than average for that specific business challenge.
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Leveraging IoT

Industrial
Equipment

Healthcare
Technology

Enterprise IT

Business
Challenge

0.68

0.65

1.62

Aligning Service
Strategy

0.75

1.49

1.08

Technology
Platform

1.34

0.58

0.76

1.28

0.89

0.67

1.36

0.84

0.59

Benchmarking
FS Organizations
FS Labor Cost
Spare Parts and
Logistics

Value Creation

Optimizing Service Delivery

Digital Transformation

FS Trend

Table 2: Business Challenge Heatmap by Vertical

Outsourcing
Talent
Management

0.81

2.11

0.67

1.47

1.69

-

0.71

0.92

1.45

Offer
Development

0.83

0.80

1.34

Customer
Experience

1.32

0.34

0.90

Adoption

1.32

0.69

0.72

TSIA Observations

IE companies are more vertically aligned with
customer outcomes enabling them to take
advantage of digitization and IoT.
HT and IE have a traditional CapEx focus.
The heatmap aligns with initial attach rate
performance and the need to monetize.
services.
Enterprise IT has traditionally seen
technology platforms as a key part of
improving efficiency.
FS organizations in enterprise IT have long
faced declining margins and utilize
benchmarking to improve performance and
reduce costs.
Value-based care, higher uptime
requirements in HT putting pressure on
spares performance.
Labor is the largest FS cost item. Enterprise
IT is commoditized, and HT margins are
under pressure. Talent management is an
important aspect of IE service delivery and
they have resisted the outsourcing trend.
Relatively important in all verticals, but IE
companies have the lowest install base under
contract and are looking to break out of Zone
2.
Customer experience heatmap aligns with
renewal performance by vertical.
Enterprise IT has been exposed to adoption
for a longer timeframe than either HT or IE,
where it is still a new concept.

TSIA: Driving the Transformation
Based on the trends and business challenges being experienced by our members, TSIA believes that
equipment and hardware manufacturers are in the midst of a massive business model transformation.
However, it is one thing to identify disruptive industry trends, and it is quite another to do anything
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meaningful about them. Our aim is to help member companies increase their revenue and profit
performance by optimizing their service businesses. TSIA achieves this goal by providing the following
services to members:
1.
2.
3.
4.
5.

Assess Current State
Strategic Frameworks
Inquiry Service
Insights through Outcome Chains
Advisory Services

1. Assess Your Current State in 2019
Throughout the year, TSIA executes surveys to collect data related to industry performance metrics
and industry practices. Surveys range from a broad-based field service benchmark to in-depth studies
on spare parts and talent management, and a view on adoption and spending of the technology stack.
TSIA leverages the member platform to cost-effectively and quickly aggregate data on how trends are
truly playing out in the industry and to determine how service businesses are optimizing their business
through industry disruptions.
The target field services survey list for 2019 is provided in Table 3.
Table 3: 2019 TSIA Field Services Survey Schedule*
Description

Start Date

Owner
Name

Field Services
Benchmark

Addresses key results, operational metrics, and
practices that enable companies to resolve their
field services business challenges and drive
business transformation.

Perpetual

Vele
Galovski

Global Technology
Survey

Gathers data on member adoption, satisfaction,
and planned spending across 24 areas of
services technology.

Q1 2019

John
Ragsdale

Spare Parts and
Logistics Survey

Identifies pacesetter practices in the areas of
financial performance, inventory management,
order fulfillment and reverse logistics, and depot
repair.

Q2 2019

Vele
Galovski

Knowledge
Management
Survey

Identifies emerging best practices and trends
around collecting, maintaining, and sharing
knowledge within and across service divisions.

Q3 2019

John
Ragsdale

Research Study
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Research Study
Field Services
Workforce
Optimization and
Compensation
Survey

Description
Looks at salary and benefit levels, base–
incentive mix, incentive compensation plans,
organizational practices, and workforce
utilization.

Start Date

Owner
Name

Q4 2019

Vele
Galovski

*The survey list is subject to change based on the preferences and needs of the TSIA membership.

TSIA Correlation Analysis
For any type of benchmark analysis, the objective is to identify performance gaps and, ultimately,
identify actions to close the gaps that are correlated with high-performing field services operations.
TSIA has significantly enhanced its analytic capabilities in 2018, including a thorough analysis of the
field service benchmark. The correlation analysis methodology is summarized below:
1. Preliminary correlations were identified through a two-round machine analysis:
a. Results and KPIs were regressed against peer groups to eliminate peer group
influence.
b. For the remaining correlations, a regression was run against the entire data set to
identify:
i. KPIs that affect results.
ii. Practices that affect either results or KPIs.
2. These correlations were then refined through a two-round subject-matter expert (SME)
analysis. All relationships that satisfy a level of significance (p-value below 40%) were
presented to the data analytics analyst:
a. The data analytics analyst dedicated to the field services research area further refined
the correlations.
b. The field services researcher and the analyst conducted final validation of
correlations.
Through this process, over 100,000 relationships were analyzed within the field services benchmark.
The result was that 150 validated correlations, all with p-values below 10%, were identified. These
correlations have significantly enhanced our ability to provide specific recommendations to close
performance gaps and to inform our research. In Figure 6 an example correlation is provided (p-value
less than 4%).
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Figure 6: Field Service Correlation Example – Net Promoter Score and SLA Compliance
3A. What is your average Net Promoter Score for FIELD SERVICES/
SUPPORT SERVICES?

Observations:
•

SLA compliance is a relative
standard of performance, i.e.,
did you do what you said you
were going to do in the
contract?

•

NPS is highly correlated to a
supplier’s ability to achieve
service level commitments.

•

Compliance with equipment/
product availability and uptime
also reflects the trend of
customers moving from
response time and toward
resolution time and equipment
availability SLAs.

NPS Score

13. What are your compliance rates for the following performance guarantees
or service level agreement commitments?

Compliance Rate for Equipment/Product Availability or Uptime

2. Strategic Frameworks
Successfully transforming your business model is difficult. An unbiased assessment of performance is
only the first step. Providing frameworks that state the strategic challenge and supply-proven tactics to
jumpstart your transformation are crucial. Here are four strategic frameworks used by TSIA Field
Services members every day.
1. Economic Engines. Topics covering the economic engines of tech providers including
revenue streams, trends, natural transitions, and how to set up economic engines.
https://www.tsia.com/documents/Emerging_Economic_Engines_of_Technology_Providers
2. Service Delivery Channel Optimization. This paper introduces the TSIA Service Delivery
Channel Optimization Framework that illustrates a holistic view of the task at hand.
https://www.tsia.com/documents/Service_Delivery_Channel_Optimization
3. Remote Services Continuum. This e-book provides hardware manufacturers with an
introduction to new business opportunities that can be unlocked with the Internet of Things.
https://www.tsia.com/documents/Why_Services_is_the_Big_IoT_Opportunity_for_Hardware_
Manufacturers
4. Adoption Framework. This paper helps answer the questions: What does good adoption look
like? How do you assess customer adoption? Who is responsible for driving adoption? What
practices drive adoption? https://www.tsia.com/documents/TSIA_Adoption_Framework/

3. Inquiry Service
TSIA members have the opportunity to receive customized board-ready insights and strategic support
from a team of research executives. Expert guidance on validating a strategic decision, identifying
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performance gaps, and influencing executive leadership are among the reasons for initiating an
inquiry.
These 30-minute phone calls or detailed emails give members timely and custom insights that gain
executive credibility, mitigate risks, and help initiatives get approved.

4. Insights through Field Service Outcome Chains
In 2016, TSIA introduced outcome chains to operationalize our Organizational Capabilities Model.
Over the years, we have codified almost 600 distinct business challenges facing technology
companies where TSIA has relevant content. Next, we map every business challenge to the
organizational capabilities the company will need in place to successfully address that business
challenge. As shown in Figure 7, capabilities are the people, processes, and technology that must be
in place to address a challenge.
Figure 7: TSIA Organizational Capabilities Model

With outcome chains, the insight members need is delivered as a SaaS experience. Each outcome
chain is crafted to clearly articulate the organizational capabilities required to overcome their top
business challenges.
The research executive assembles curated content within each outcome chain, including validated
correlations between industry best practices and operating KPIs, benchmark statistics to help
organizations prioritize, and conference presentations that provide real-world examples.
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There are also embedded “stories within the story” that enable members to focus their attention on
critical subsets of the chain. For example, Figure 8 has highlighted the “Business Value Mapping”
storyline within the “Optimize Customer Processes with IoT” outcome chain.
Figure 8: Optimize Customer Processes with IoT Outcome Chain

The current list of available field services outcome chains can be found here.

5. Advisory Service
Beyond the standard membership, TSIA offers advisory services to accelerate achievement of
business outcomes through speaking engagements, workshops, focused advisory, and capabilities
assessments.
•

•

•

Outcome Engineering. Outcome engineering is the ability to consistently help customers
achieve targeted business outcomes. TSIA works with members to construct sales
enablement outcome chains that connect customer outcomes to KPIs, key business
processes, and supplier products and services.
Speaking. Speaking engagements address the urgent issues impacting today’s technology
industry and outline a roadmap for tomorrow. They provide contextual insight and data
necessary to educate and align audiences to help drive your organization forward.
Workshops. One- and two-day workshops bring together focused advisory, thought
leadership, benchmark data, and best practices into one room to prepare your services
organization for operational change.
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•

•

Advisory Sprints. TSIA Advisory Sprints begin with specific service business outcomes that
your organization wants to achieve. Over the course of a two-month journey, you’ll receive
focused speaking engagements, workshops, and advisory to identify gaps, define business
objectives, apply strategic frameworks, and execute agreed-upon actions to achieve business
outcomes.
Capabilities Assessments. TSIA capabilities assessments are the product of over a decade
of deep benchmark analysis from the world’s greatest technology companies. The
assessments compare your current state with known industry best practices. When you know
what great looks like, you can accelerate your transformation with minimal risk.

Call to Action: Distribute, Debate, Deliberate, Decide
The business models of OEMs are about to dramatically change due to digital transformation. TSIA
feels this transformation will be playing out over the next five years.
The greatest concern TSIA continues to have for member companies is that they will continue to hold
on to legacy business models that will not be sustainable when the industry transition is complete. In
2019, if your company is not exploring tactics to counter industry trends, you are at risk of falling
behind in this industry transformation. The six digital technological advancements are a double-edged
sword. On the one side, it will enable OEMs to succeed in the future. The other side is that it also
opens the door for high-tech entrants that are not encumbered by traditional CapEx models.
TSIA strongly encourages our members to take this paper and distribute it among their executive
team. Let them debate the trends and the warning signs. Perhaps some are less relevant to your
company than others. However, it is unlikely your company is immune to all of these trends. Deliberate
on the capabilities. Which ones are clearly becoming mission critical for the future success of your
company? Then, clearly decide which capabilities your company will improve this year.
The race is on: Can traditional manufacturers turn themselves into a modern
technology company faster than high-tech entrants can learn drivetrains,
valves, radiology, crankshafts, and conveyance?
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