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Summary Results | May 2022

Between March and May 2022, Gatepoint Research invited selected Service,
Operations, Product and IT executives to participate in a survey themed Trends
in Service Operations. 103 experts have participated to date.

* Management levels represented are all senior decision-makers, influencers
and other experts: 27% hold the title CxO or are VPs, 58% are directors, 8%
are operations/plant managers, and 7% are product owners.

Inefficiencies are costly, and changes brought about by the pandemic have
created new and different challenges to achieving efficiency, customer service,
and other business goals. What are service operations teams doing to drive
efficiency, cut costs and achieve all their most important objectives?

This survey asked respondents to report:

* What are their key near-term objectives, and what initiatives have they
planned to support those goals?

* What has been the impact of recent global events on their operations?
What other challenges are they facing?

* How are they helping workers achieve peak efficiency? Have they
considered Augmented Reality (AR) and Industrial Internet of Things (lloT)

technology?

* How do they prioritize investments in technology?
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What key business objectives are driving your organization over the next 12 months?

Improving customer experience

Raising service revenue/moving service to

: 48%
a profit center

47%

Improving customer retention

Ensuring regulatory compliance 33%

Implementing service delivery and support

safety protocols e

Ensuring technician health and safety 20%

More than three quarters of survey respondents indicate customer experience
improvement as the number one business objective driving their organizations in the

near term. Just under half cited increasing service revenue and/or customer retention.
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What initiatives will you undertake over the next 12 months to help achieve your
objectives?

Data Analytics/Artificial Intelligence 54%

Improve/increase customer self-service 33%

26%

Predictive Maintenance/Service

Connect existing equipment for remote condition monitoring 17%

16%

Enable remote access to digitized procedures/documentation

13%

Develop new equipment for remote condition monitoring

12%

Establish remote service capabilities
OTHER: increase talent, continuous improvement,

" zero defect in manufacturing, realignment of
8% safety technician programs, organization growth,
over inflation, improve customer dialog frequency

Other

The top initiative responding organizations feel will support their business objectives is deploying data
analytics with Al, reported by 54%. Other initiatives on the roadmap include increasing or improving
self-service functions (33%), and the development of predictive maintenance capabilities (26%).
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On which key initiatives has the current environment increased your organization's
attention and focus?

96%

B Analytics/reporting technology

W Efficiency-enabling technology 52%

| Revenue enabling technology

| Dispatch reduction/service 49%

readiness technology

26%

The current environment prompts 56% of those surveyed to pay more attention to analytics and reporting technology, such
as Al. 52% say efficiency-enabling technology, like digitized procedures, has come into sharper focus for them. Another
widely cited initiative is deploying revenue-enabling technology, such as smart, connected products, indicated by 49%.
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What barriers might prevent you from meeting your operational objectives in the
next 12 months?

Too few technicians/understaffed

— _

Can't quantify ROI/financial impact of implementing new
technologies

Sourcing/contextualizing data from disparate systems

For more than half of those surveyed, skill
gaps in the workforce and limited staffing
are by far, the top stumbling blocks to
achieving success over the next year.

Travel limitations

Connected product data availability
Limited/unavailable access to customer site

Other OTHER: supply chain delays/disruption,

sales staff, licensing requirements

Summary Results | May 2022
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How are you providing information to help workers to improve service operations?

Offering expert-led training: Onsite, remote, and/or online 599%

Offering expert support: Onsite, remote, and/or online 45%

Implementing digital work instructions 37%

Implementing subject matter expert mentoring programs 20%

Remotely monitoring machine data and performance 28%

Up-to-date, on-demand digital/printed documentation

Integrated curriculum, instruction, and assessment platform 19%

Other I 1%

In their efforts to improve service operations, responding organizations are supporting their
workers by providing them expert-led training (reported by 52%) and expert support (45%), digital
work instructions (37%), SME mentoring programs (29%), and remote machine monitoring (28%).

Summary Results | May 2022
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Have you considered using Augmented Reality (AR) technology to improve service
operations?

[ ]Yes, we are using in 16%

production now.

[ Yes, we have evaluated 21%
or are planning to use.

B Not sure, but AR sounds
cool. Weneedto learn  16%
more about it.

[T No, we haven't

considered using. AL%

53% of respondents are either using, planning to
use, or would like to know more about AR.
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Have you considered using Industrial Internet of Things (lloT) technology to improve
service operations?

[ ]Yes, we are using in 30%

production now.

[ Yes, we have evaluated 28%
or are planning to use.

B Not sure, but lloT
sounds cool. Weneedto 15%
learn more about it.

[T No, we haven't

considered using. 208

lloT technology is in use by 30% of
respondents. Another 43% are planning to
use it, or are interested in learning more.
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How does your organization prioritize technology investments?

63% 62%
5% B Improve efficiencies
529 2 Reduce costs

~ | Maximize revenue

. Differentiate from competition
 Recruit, engage, and retain top talent

31%
-

Most survey participants say their organization prioritizes investments that will improve efficiencies (63%),
reduce costs (62%), maximize revenue (59%), and/or differentiate themselves from their competition (52%).
Not as many, but still a significant 31%, prioritize investments to attract and keep top talent.
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Which team leads the selection decision for service-centric software solutions?

BT

I Digital Transformation/Innovation

30%
22% 21% team
" Executive team/C-suite
13% o Service
10% . :
2 Manufacturing Operations
Most respondents say IT’s opinion is what matters the most when

a decision for service-centric software is being considered.

Summary Results | May 2022
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85% of survey participants hold director or executive level positions
in their organization.

@ cxo 5%
OV 22%
@R 58%

() Operations/

Plant Manager 8%

[ Product Owner

GATEPOINT RESEARCH
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PTC’s Smart Connected Product
solutions make service teams more
& profitable by reducing both the number
p-l- C of technician dispatches and mean-
time-to-repair, and by providing tools
that ensure dispatched field service

DIGITAL TRANSFORMS PHYSICAL personnel can maximize first-time-fix
rates and shorten time on-site.
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https://www.ptc.com/en/solutions/service-optimization

