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Work order management, parts optimization, 

knowledge bases, augmented reality (AR), 

and the Internet of Things (IoT) are all valuable 

components of a cohesive service management 

strategy. But beyond the solutions and products, 

service leaders find themselves asking a critical 

question: How can I empower the people who do the 

work by getting the right solutions in their hands? 

It’s time to shift the focus from technology to the 

teams that make your organization successful. 

Depending on the maturity stage of your workforce 

and the specific needs of your organization, 

pursuing a connected service worker strategy 

can be a highly effective approach to improve 

performance as you progress along your service 

transformation journey.  

With the help of a dedicated solution provider, 

you’ll learn how to make the most of the product 

data your service organization has today and 

transform your service team. (For example, 

you can achieve benefits like condition-based 

monitoring by using your IoT equipment data to 

create a robust connectivity strategy that supports 

industrial protocols.) First, this guide will help you 

decide where to start. Continue reading to learn 

how AR, IoT, and service lifecycle management 

(SLM) come into play during each stage of 

service—and how they deliver valuable business 

outcomes for leading organizations.

Service leaders Service leaders 
have have no shortageno shortage of  of 
tetecchnology options.hnology options.
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Stage One: Service Request  
The service journey begins at the time of request—whether it’s coming through the customer center, a self-
service portal, or automatic IoT alerts delivered to the service organization. Connected service technologies 
streamline this process and add valuable insights before the repair or maintenance even begins.  

Connected Worker Solutions for Service 
Requests 

•	 IoT: Real-time alerts, asset monitoring, and 

historical data enable technicians to perform 

predictive maintenance before downtime impacts 

the customer.  

•	 SLM: With real-time alerts from IoT, SLM 

automatically generates work orders and service 

cases. Customers can submit self-service 

requests through a web portal or dedicated 

application.  

Look for the following key features and 
capabilities when evaluating solutions for 
service requests: 

IoT 
Rapid application development 

A vast set of capabilities including applications 

by partners 

Libraries of available adapters, toolkits, and 

connectors that enable service organizations to 

wrap and extend existing solutions 

SLM 
Support for both reactive and proactive service 

Extensive preventive maintenance capabilities 

for proactive service that drives uptime 

Multiple channels for customer self-service, 

including web portals, mobile apps, and more 

Integrations with CRM systems, ensuring all 

customer data is consistent and provided with 

context to the service organization
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Stage Two: Remote Triage  
With IoT remote monitoring in place, service organizations can triage requests for timely resolution. IoT and SLM 
provide technicians with more equipment information at this stage to ensure they’re prepared to go on site. 

Connected Worker Solutions for Remote 
Triage

•	 IoT: Remote troubleshooting capabilities enable 

technicians to avoid the time and costs of travel.  

•	 SLM: Contextual information about past service 

history and future scheduled appointments 

help engineering teams better understand the 

equipment for optimized triaging. By integrating 

IoT with an SLM solution, remote engineers can 

view this information on a single dashboard for 

improved efficiencies and insights.   

Look for the following key features and 
capabilities when evaluating solutions for 
remote triage:

IoT 
Fast development that allows users to quickly 

leverage data from connected products and 

systems to increase productivity, reduce costs, 

and improve efficiency

SLM 
Asset-centric capabilities that provide data 

visibility to those who need it

Integrations with IoT systems to future-proof the 

service business and inform remote service

Context into the customer data, equipment data, 

IoT data, and service history that engineers need 

for triaging and troubleshooting
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Stage Three: Service Preparation
As technicians prepare for a service visit, it’s critical that they have sufficient preparation and equipment insights 
before they arrive on site. Implementing a combination of connected service solutions ensures technicians can 
be as productive as possible during the appointment and solve the problem correctly on their first visit. 

Connected Worker Solutions for Service 
Preparation

•	 AR: Technicians leverage detailed digital work 

instructions and visual guidance, ensuring they 

have the right knowledge to complete the job.

 

•	 IoT: IoT allows technicians to access equipment 

data and solve problems remotely, improving 

mean time to resolution. If a problem can’t be 

solved remotely, the service organization can 

dispatch a technician—or enable the customer 

to solve it themselves with support from a 

remote technician. 

•	 SLM: Technicians can use SLM to look up all 

the contextual information they need before 

the appointment, including job and work order 

details, required parts, commercial entitlements, 

and location details. Dispatchers can use it to 

set appointments, optimize schedules, and 

coordinate with technicians and customers on 

any scheduling changes.    

Look for the following key features and 
capabilities when evaluating solutions for 
service preparation: 

AR 
Instructions that act as a digital mentor before 
service technicians are deployed or while on the 
job 

Always up-to-date and easily editable 
instructions 

IoT 
Ability to design connected products and 
monitor their performance throughout their 
lifecycle 

A foundation on which to develop solutions 
tailored to specific use cases 

SLM 
Asset-centric capabilities that provide data 
visibility to those who need it 
A system of record that captures past service 
history and commercial information 

A cloud-based solution that ensures all 
information is up to date and connected
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Stage Four: On-Site Service Appointment  
Once the technician arrives on site for the service appointment, they need appropriate context, information, 
and guidance to work efficiently, complete the repair correctly, and avoid repeat visits. Connected worker 
solutions streamline service by empowering technicians with digital work instructions, live equipment data, 
comprehensive checklists, and automated data capture.

Connected Worker Solutions for On-Site 
Service Appointments

•	 AR: By providing detailed digital work 

instructions and visual guidance in the context of 

the physical environment, AR improves service 

effectiveness, accelerates skills development for 

new technicians, and boosts service quality. If 

needed, technicians can access remote support 

from an expert through a shared view of the 

equipment.  

•	 IoT: Live IoT data enhances AR experiences, 

allowing technicians to see how the equipment 

is performing during and after the repair. 

Afterward, they can use IoT to confirm the repair 

was done correctly.  

•	 SLM: Checklists help the service organization 

ensure it is meeting compliance regulations and 

documenting for audits. The organization can 

also access previous service history for context 

and standardized workflows to confirm that 

technicians are performing service correctly 

every time. SLM ensures the data captured from 

the job is up to standard and can be processed 

later. Throughout the service appointment, 

technicians benefit from remote support, access 

to experts or level-two technical support, and 

offline mobile apps that can be used on site. 

Look for the following key features and 
capabilities when evaluating solutions for 
on-site service appointments: 

AR
Always up-to-date and easily editable 
instructions 

AI capabilities that can be leveraged to help 
ensure the accuracy of instructions and 
inspections 

Availability on both mobile and headwear 
devices 
Ability to leverage existing computer-aided 
design (CAD) or IoT data 

IoT
Live data integrations that enhance the user 
experience 

Historical data for improved understanding of 
complex products and repairs 

Visualizes key safety and compliance information

SLM 
Comprehensive technician mobile apps that 
work offline as well as online for use in remote 
locations 

A service execution system that optimizes 
schedules and routes, syncs with a dedicated 
technician app, and increases technician 
utilization and optimization 

Advanced checklists and forms with smart 
logic that ensures regulatory compliance and 
produces post-job output documents for audit 
trails and recordkeeping 

Communication platforms that integrate with 
technician apps, enabling collaboration and 
access to experts 
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Stage Five: Service Debrief & Next Steps  
Connected worker solutions provide value after the service appointment and beyond, helping the organization 
debrief, keep records, track trends, and identify additional opportunities with customers. 

Connected Worker Solutions for the 
Service Debrief & Next Steps 
 
•	 AR: With AR, service organizations can track 

workforce trends (such as critical misses during 

quality checks). AR also enables a feedback loop 

with workforce data for continuous improvement, 

and automatically saves interactions with 

remote experts to the service record for future 

knowledge. 

•	 IoT: OEMs can use IoT to see how machines 

are being used by the customer. Based on that 

information, they might uncover an opportunity 

to expand their offering by selling additional 

units or upselling to a more advanced piece of 

equipment. 

•	 SLM: SLM debriefs work orders, keeps records 

for future reference, and even helps with 

invoicing if needed. By capturing this information, 

SLM enables the service technician to be a 

revenue generator. The organization can also 

leverage this information to compare the service 

coverage of on-site equipment with warranty 

coverage and assess whether new or additional 

warranty programs can be sold. 

Look for the following key features and 
capabilities when evaluating solutions for 
service requests: 

IoT 
Provides service information on other 

manufacturers’ products
 

Optimizes consumables via IoT data
 

Offers cutting-edge technologies as a value-add 

to increase renewals and minimize churn

Enables closed-loop feedback about product 

performance and serviceability with customers  

SLM 
A single service execution system of record 

that saves work orders and conversations for 

compliance and knowledge sharing

Comprehensive records and past work orders 

that contribute as sources for AI, which can 

further improve automation, knowledge access, 

and process streamlining
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Real-World Results of Connected 
Service Solutions
Service leaders Harpak-ULMA, Westmor, and Elekta have realized the transformative 
impact of connected worker solutions on business-critical service metrics.

See Elekta’s Webinar with Sysmex & PTC

Read Elekta’s Story

Harpak-ULMA 

•	 Improved first-time fix rate (FTFR) with IoT and digital 

work instructions 

•	 80% faster tool rebuilds for one customer using 

digital work instructions

Westmor 

•	 Improved operational productivity with field service 

management solutions, resulting in 10 hours saved 

per week 

•	 Technician utilization increased by 20% with 

dedicated mobile tools for field service

Elekta 

•	 20% of service issues resolved remotely with IoT 

•	 60 preventative actions completed and more than 

14,000 uninterrupted patient treatments during a 

pilot program of service execution management 

bolstered with IoT data

FASTER TOOL REBUILDS

80%

TECHNICIAN UTILIZATION INCREASE

20%

SERVICE ISSUES RESOLVED

20%

Read Westmor’s Story

Read Harpak-ULMA's Story

https://www.ptc.com/en/resources/digital-download/when-the-stakes-are-high
https://www.servicemax.com/uk/customers/customer-stories/elekta
https://www.servicemax.com/lp/case-study/en/westmor-uses-mobile-field-service-2308
https://www.ptc.com/en/case-studies/harpak-ulma-transforms-service-experience
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Realize the Value of a Connected 
Service Workforce
Now that you’ve seen how connected worker solutions optimize the service journey from 
start to finish, a dedicated technology partner will ensure you implement the right solution 
(or solutions) for the right use cases.  

PTC offers best-in-class AR, IoT, and SLM solutions as a single vendor. Explore more key 
features and capabilities that transform service:  

Contact an expert to discuss how each 
solution can support your unique service 
use cases. 

PTC’s service execution management 
solutions enable digital transformation 
across the service journey.

 

PTC’s IoT platform provides real-time data 
insights for scalable service and improved 
quality. 

PTC’s enterprise AR platform provides in-
context work instructions for improved 
workforce efficiency.  

 
 
 

Explore Vuforia

Explore ThingWorx

Explore ServiceMax

Contact Us

https://www.ptc.com/en/contact-us
https://www.ptc.com/en/products/vuforia
https://www.ptc.com/en/products/thingworx
https://www.ptc.com/en/products/servicemax
https://www.ptc.com/en/contact-us
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