Field Service
Divisions

The Unsung Engines of
Corporate Growth

The relentless drive to solve customer problems, develop cutting-edge products, and
ultimately be considered industry visionaries is what fuels many of the day-to-day
decisions made by companies around the world. A major indicator of this drive is
growth. Whether measured by sales, customer base, or revenue, growth is invariably an
important indicator of a company’'s position in the marketplace. However, while
countless strategies for achieving growth exist, our extensive experience in delivering
field services across various industries has led us to a common theme: comprehensive,
customer-centric service solutions not only enhance service business performance but
also serve as a catalyst for growth across the entire organization.

The impact of this approach is evident in the significant investments leading
organizations are making to expand their service divisions and capabilities. While
services may not yet reach the same level of prioritization as traditional hardware, the
days of services being an afterthought are in the past. The transformative potential of
service operations lies not only in their margin profiles, but also in their scalability,
adaptability, and alignment with evolving customer expectations.

As companies navigate times of economic uncertainty, often characterized by shrinking
capital expenditure budgets, the argument for investing in service divisions becomes
increasingly compelling. Below, we explore why service divisions are uniquely
positioned to drive growth and how organizations like Source Support Services can help
achieve strategic goals.
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The Margin Advantage

One of the clearest indicators of the potential for services to drive growth is their
attractive margin profile. Traditional hardware businesses, historically speaking, often
operate with narrow margins, eroded by variables such as manufacturing costs, supply
chain constraints, and competitive pricing.

Services, on the other hand, historically benefit from two key factors that impact growth:

Recurring Revenue Models:

Services like maintenance contracts and training
programs can create predictable, recurring
revenue streams. These revenues are not only
more consistent but often carry lower acquisition
costs after the initial sale.

Value-Added Pricing:

Service divisions capitalize on an organization's
expertise, developed skills, and the brand loyalty
customers have already built with a company and
its products. By engaging in value-based pricing,
service divisions can deliver outcomes that
customers value most. Especially during times of
economic uncertainty, these offerings are viewed
as critical to maximizing the value of initial
investment.

By strengthening recurring revenue streams and using value-added pricing to align
services with customer goals, organizations can stimulate growth, achieve customer
satisfaction metrics, and improve market position.
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Fixed Costs, Fewer Variables, High Returns

Another critical element that allows services to be a driver of growth is the cost structure
typically used to build service models. When carefully implemented based on the unique
needs of an organization, service delivery infrastructure can turn into a revenue
powerhouse. Once established, it enables incremental costs to remain relatively low,
allowing for flexibility and scalability.

A comprehensive service offering drives internal cost efficiencies through:

Training and Certification Programs:
For industries like healthcare, industrial automation or IT, service offerings often require
significant upfront investments in the training and certification of field technicians.
However, well-developed training platforms and strategic investments in workforce
augmentation can reduce this cost over time, enhancing workforce utilization efficiencies
across large service divisions.

Software-as-a-Service (SaaS) and Remote Monitoring:

In today’s digital age, Software-as-a-Service (SaaS) solutions have become ubiquitous,
particularly in hardware-based businesses involving capital equipment. Remote
monitoring, in particular, is an invaluable tool for both OEMs and end-users, enabling the
collection of data to analyze equipment performance and improve customer outcomes.
Beyond providing a valuable service manufacturers can monetize, remote monitoring
gives OEMs access to live data for better product performance analysis, insights into
customer usage patterns, and opportunities to drive better outcomes. Once implemented,
the associated costs remain largely fixed, offering significant long-term benefits.

Planned, Predictive & Preventative Maintenance Services:
Across industries - from robotics to automotive to medical imaging - offering planned,
predictive, and preventative maintenance services can create significant value for
customers. By leveraging remote monitoring among other digital technologies,
companies can extend the lifespan of customer investments, enhance their value, and
optimize the use of fixed cost service resources to maximize efficiency and profitability.

Reducing cost variables is crucial not only for growth but also for enhancing customer
satisfaction. Providing essential services to customers that increase the value of their
investment fosters brand loyalty, improves customer outcomes, and drives overall
satisfaction. While cost variability cannot be entirely eliminated, the efficiencies gained
from a less variable cost structure lead to a winning recipe when it comes to driving
growth.
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Overcoming Challenges Along the Way

While the benefits of unlocking a service business’s full potential to drive growth are
clear, achieving that is easier said than done. Organizations must address several
challenges to realize the full value of their service business:

Cultural: Shifting resources from a product-centric mindset to a
h service-oriented approach is not easy and may conflict with other
organizational goals as it comes to product & feature development.

Integration: To effectively demonstrate the value a company provides,
its services must seamlessly integrate with core products. From

pricing and physical hardware to daily interactions with the service
team, achieving alignment and delivering desired outcomes is
essential. This comprehensive approach will foster trust, satisfaction,
and repeat investments from customers.

Personnel: Creating a robust and comprehensive service offering
often requires investments on multiple fronts. This includes
technological advancements to ensure both new and existing
equipment can benefit from service programs, as well as ensuring the
service division is staffed and trained to address customers' diverse
and complex needs. Leveraging strategic partnerships in logistics,
software, or field services can deliver efficiencies in cost and time,
enabling the organization and its most valuable assets—its people—to
focus on high-value tasks.

Service divisions are no longer ancillary; they have become central to successful
corporate strategies and are critical to the success of industry-leading companies across
all sectors.

At Source Support Services we enable our OEM customers to elevate their service
business through our robust field service management and delivery capabilities. We
diligently work with our customers to build sustainable and efficient field service
solutions that emphasizes KPI achievement, quality, and customer satisfaction.

For more information on Source Supports Field Service delivery model, our capabilities,
and how Source works with OEMs to augment their field service functions, please visit
sourcesupport.com.
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