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Service Trends and Transformation 
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Service Model Continuum and Servitization 

Leading Manufacturers Understand Lifetime Service Value 

Service Continuum 

PRODUCT MODEL SERVICE PARTS FIELD SERVICES 

Break / Fix Model 

Cost-plus 

SERVICE CONTRACTS 

SLAs 

OUTCOMES-BASED 

SERVICES MODEL 

LAGGING FORMATIVE MODERATE PROGRESSIVE BEST-IN-CLASS 

Sale of Products Sale of Outcomes 
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Companies Increasing their Commitment to the Service Business 

Service is a Key Source of Both Revenue and Profit Growth for Manufacturers 

 
Service 

Drives Revenue 

and Profit 

Customers 
Prefer Outcome- or 

Performance-based 

Contracts 

Internet of Things 
Enables Operational 

and Strategic 

Service Transformation 

56% 

66% 

65% 

59% 

58% 

46% 

44% 

Firms operating service as a profit center 

45% 

55% 

52% 

49% 

37% 

36% 

42% 

Total 

Industrial Equipment 

High-tech 

Aerospace/Defense 

Automotive 

Medical Devices 

Consumer/Retail 

Today In 3 Years 

Source: Oxford Economics study commissioned by 

PTC 
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Manufacturers are Transforming their Service Business Models 

Manufacturers are Rapidly Migrating to Outcome Based Services 

Service 
Drives Revenue 

and Profit 

Customers 
Prefer Outcome- or 

Performance-based 

Contracts 

Internet of Things 
Enables Operational 

and Strategic 

Service Transformation 
Source: Oxford Economics study commissioned by 

PTC 

65% 

74% 

70% 

66% 

62% 

61% 

60% 

Performance-based Service Contracts Becoming Common 

41% 

49% 

40% 

45% 

43% 

36% 

34% 

Total 

Aerospace/Defense 

Medical Devices 

Automotive 

Industrial Equipment 

High-tech 

Consumer/Retail 

Today In 3 Years 
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Service is the Leading Use Case for Internet of Things (IoT) Technology 

Smart, Connected Products Drive Two Levels of Accelerated Service Transformation 

Service 
Drives Revenue 

and Profit 

Customers 
Prefer Outcome- or 

Performance-based 

Contracts 

Internet of Things 
Enables Operational 

and Strategic 

Service Transformation 

Breakthroughs in 

Operational 

Effectiveness 

Reactive Proactive 

On Site Remote 

Blind Data Driven 

Historic Present & Future Product Value Chain 

Strategic 

Differentiation 

Break Fix Performance Based 

New Product Sales Products as a Service 

Equipment Uptime Operation Optimization 

Customer Value Chain 
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Companies are Already Harnessing the Power of IoT for Service 

Yet, Even the Most Advanced Companies are Still Only Leveraging IoT around 50% of the Time 

53% 

37% 

30% 

0%

10%

20%

30%

40%

50%

60%

Best-in-Class

Industry Average

Laggards

What percentage of serviceable field equipment 

is connected? 

Figure 1: Connect to Better Service 

43% 

29% 

17% 

0%

10%

20%

30%

40%

50%

Best-in-Class

Industry Average

Laggards

What percentage of dispatches are initiated by 

connected products or remote diagnostics?  

    

Figure 2: Automated Dispatch of Service 

Source: Aberdeen Group, March, 2015 

 

“Remote data, which can track performance, failure 

reasons, and potential fixes, provides service technicians 

with the answers to solve customer problems faster.” 

 
Aly Pinder Jr. 

Senior Research Analyst, Service Management 

Aberdeen Group 

March 2015 



2010 2020 2035 

7 Billion 

Connected 

Devices 

50 Billion 

Connected 

Devices 

1 Trillion 

5M 

APPS 100M 

APPS 

5B 



Prior engines: 

 1 KB/Flight 

 30 Parameters 

measured 

 1 snapshot/flight 
 

New generation 

engines: 

 500 GB/Flight 

 5,000 parameters 

measured 

 1 snapshot/second 
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Voices from the Industry 

"If you went to bed last night as 

an industrial company, you're 

going to wake up today as a 

software and analytics 

company"  
 

Jeff Immelt, CEO GE  

GE Minds + Machines Conference 

 



~18 million vehicles in the field 

~4,000 dealerships in 90 

countries 

~50,000 service people 

~12,000 diagnostic trouble 

codes implemented in onboard 

diagnosis 

Up to 70,000 diagnosis 

sessions per day worldwide 

> 40 terabytes of data ready to 

be used now > Big Data! 

Automotive Diagnostic Systems 2015 
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Voices from the Industry 

“The lines between hardware, 

software, and services are 

blurred or are disappearing.” 

 

Tim Cook, CEO 

Apple 
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Smart Embedded  

Software Service 

Connected Asset  

Service 

Smart, Connected Service for Smart, Connected Products 

Shifting Service Delivery and 

Business Models 

Paradigm Shift: 
 

Product  is now the sensor 

for the customer 

 

Diagnose  before dispatch 

 

Create  alternate business 

models 

Access real-time and 

historical asset data  

 

Remote monitoring 

 

Remote access, 

perform diagnostics, 

transfer files 

 

Real time  location, 

owner, condition, 

operation data 

Check software 

compatibility 

 

Install and validate 

software update 

 

Configuration and 

operation changes via 

software patch 

download  

 



A world of connected products   |  Providing customers with outcomes  |  No more customers, just partners 

Evolving Service Landscape 
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PTC SLM Portfolio and Strategic Direction  
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Service Lifecycle Management Portfolio: 3 Critical Value Streams 

Service Information 
Create, Deliver, and Advise 

Service Parts 
Revenue Optimization 

Smart, Connected Service for Smart, Connected Products 

PTC Technical 
Information 

PTC Service  
Parts Information 

PTC Service Knowledge 
and Diagnostics 

Service Event  
Management & Execution 

Remote monitoring, access, content and configuration Machine learning and predictive analytics 

1 2 3 

ServiceMax 

Connected 

Technician App 

Connected  

Diagnostics & 

Remote Service 

Connected 

InService 

Causal 

Forecasting 

(Connected 

SPM) 

Predictive 

Service 

Connected 

Warranty  

and Contract 

Compliance App 

Enhancement to Existing Portfolio Capabilities Net New Application Development 

PTC Warranty & Contract 
Management 

PTC Service Network 
Management 

PTC Service Parts 
Management 

PTC Service Parts 
Pricing 

Field Service Management 

In process - Release dates TBD 
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End-to-End Service and Parts Information  

Field Service Management 

Service Parts 
Revenue Optimization 

Smart, Connected Service for Smart, Connected Products 

PTC Service Network 
Management 

PTC Service 
Parts Management 

PTC Service 
Parts Pricing 

Service Event  
Management & Execution 

Remote monitoring, access, content and configuration Machine learning and predictive analytics 

2 3 

ServiceMax 

Connected 

Technician App 

Connected  

Diagnostics & 

Remote Service 

InService 

Advisor 

Causal 

Forecasting 

(Connected 

SPM) 

Predictive 

Service 

Connected 

Warranty  

and Contract 

Compliance App 

Enhancement to Existing Portfolio Capabilities Net New Application Development 

PTC Warranty & Contract 
Management 

Service Information 
Create, Deliver, and Advise 

PTC Technical 
Information 

PTC Service  
Parts Information 

PTC Service Knowledge 
and Diagnostics 

1 
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Service Information: Create, Manage, Deliver, and Advise 

The Only End-to-End Solution on the Market  

PTC 
Technical 

Information 

PTC Service  
Parts 

Information 

PTC Service 
Knowledge 

and 
Diagnostics 

Automate issue diagnosis and response 
Enable self-service, customer center, field service, and depots  

Create structured, visual content 
Improve content reuse and localization 

Manage product-centric content and change 
Deliver up-to-date, configuration-specific content  

BENEFITS 
Improve first 

time fix rates 

Increase 

technician 

productivity 

Higher equipment 

uptime and 

productivity 

Increase company 

& service profit 
BENEFITS 

3D Parts Catalogs 3D Animated Procedures 
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CREATE MANAGE DELIVER 

Create/Manage/Deliver: End-to-End Service and Parts Information 

sBOM’s and  

Parts Catalogs 

3D Illustration  

and Animation 

Other Content 

eBOM 

2D Illustration 

XML Topic 

Make/Model/SN range 

System/sub-system 

Options and variants 

Information type 

Language variants 

Other Content/PLM Systems 

Electronic  

Content Delivery 

Published Documents 

PDF 

XML 

PDF 

XML 

Context-Based Content Management 

CAD 

Editor/Styler 

IsoDraw 

Illustrate 

Service Parts 

 

Service Information Manager 

InService 

Publishing Engine 

F E E D B A C K  F R O M  S E R V I C E  U S E R S  
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Service Event Management and Execution 

Service Parts 
Revenue Optimization 

Smart, Connected Service for Smart, Connected Products 

PTC Service Network 
Management 

PTC Service 
Parts Management 

PTC Service 
Parts Pricing 

Remote monitoring, access, content and configuration Machine learning and predictive analytics 
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ServiceMax 

Connected 

Technician App 

Connected  

Diagnostics & 

Remote Service 

InService 

Advisor 

Causal 

Forecasting 

(Connected 

SPM) 

Predictive 

Service 

Connected 

Warranty  

and Contract 

Compliance App 

Enhancement to Existing Portfolio Capabilities Net New Application Development 

Service Information 
Create, Deliver, and Advise 

PTC Technical 
Information 

PTC Service  
Parts Information 

PTC Service Knowledge 
and Diagnostics 

1 Service Event  
Management & Execution 

2 

PTC Warranty & Contract 
Management 

Field Service Management 



Smart, Connected Service for  

Smart, Connected Products 

+ 
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• Recognized IoT  leader with most 

complete portfolio through acquisitions: 

Axeda, ThingWorx, ColdLight 

• SLM leader, used by leading 

manufacturers 
– End-to-end Service Information & Diagnostics 

– Service Parts Management  & Revenue Optimization 

• Shared vision for service + 

Complimentary offerings + Cultural 

compatibility 

• Leading field service management 

solution 

• Choice solution for the world’s largest 

service companies 

• Differentiated mobile solutions 

• Pace of innovation 

• Vision for connected products and 

outcome service 

Partnership Value to Customer 
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125 Joint Customers Pre-dating the Partnership 

400 ServiceMax customers, 28,000 PTC customers 



Gartner Leader 

Complete Field Service Product 

Suite 

100% Cloud, Built on 

Salesforce1 Platform 

Field Ready Mobile Solutions 

Extensive Partner Network 

Service Execution 

with 



Our mission is to empower every field service technician 

in the world to deliver flawless field service. We enable 

organizations of all sizes and industries to unleash the 

untapped growth potential of service. 



The Only Complete Field Service Solution Delivered 100% in the Cloud 



Mobile 

Internet of Things 

PROCESSES 

PEOPLE 
PRODUCTS 

PROMISES 

Our Vision 

OPERATING SYSTEM OF THE NEW SERVICE 

ECONOMY 

Connected Products     |     Predictive Service     |     Outcome Business Model 
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Smart Connected Services 

PTC and ServiceMax have Developed a Prototype Integrated Offering 

Dispatch 

Technician 
Problem 

Alert 

! 
Machine 

Issue 
Diagnostic Troubleshooting 

Review Related Docs/Videos 

Complete Repair/Sign-off 

Service Request 

Knowledge & Diagnostics 

Remote Access & Service 

Create Work Order 
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Service Parts Revenue Optimization 

Smart, Connected Service for Smart, Connected Products 

Remote monitoring, access, content and configuration Machine learning and predictive analytics 

ServiceMax 

Connected 

Technician App 

Connected  

Diagnostics & 

Remote Service 

InService 

Advisor 

Causal 

Forecasting 

(Connected 

SPM) 

Predictive 

Service 

Connected 

Warranty  

and Contract 

Compliance App 

Enhancement to Existing Portfolio Capabilities Net New Application Development 

Service Information 
Create, Deliver, and Advise 

PTC Technical 
Information 

PTC Service  
Parts Information 

PTC Service Knowledge 
and Diagnostics 

1 

Field Service Management 

Service Event  
Management & Execution 

2 

PTC Warranty & Contract 
Management 

Service Parts 
Revenue Optimization 

3 

PTC Service Network 
Management 

PTC Service Parts 
Management 

PTC Service Parts 
Pricing 
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Service Parts Revenue Optimization 

Service Parts Optimization Drives Efficiency Across the Service Supply Chain 

 Optimize inventory globally  
Mitigate excess and shortages with strategic and  tactical planning 

Simulate and set optimal parts prices  
Monitor and affect change in response to market, competitors, and customer 

sensitivity 

Monitor & analyze service network performance  
Visualize inventory balances, order responsibilities and all transactions  

BENEFITS 

Improve parts 

revenues and 

profitability 

Higher percentage 

of parts are 

value-priced 

Lower inventory 

investment with 

higher customer 

service levels 

Faster reaction to 

real time 

conditions 

BENEFITS 

PTC Service 
Network 

Management 

PTC Service 
Parts 

Management 

PTC Service 
Parts 

Pricing 



The Embraer Program 

José Luis Martins 

Spare Parts Planning Manager, Embraer Defense and Security 

June 9, 2015 
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•

•

•



This information is property of Embraer and cannot be used or reproduced without written permission 
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PTC Connected SLM Solutions 
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Connected Devices 

Devices are Connected and Managed by ThingWorx Converge 

Monitoring & Alert Management 

Integration Hub / APIs 

Process  & 
Event Mgmt. 

Analytics 
Remote Access 

& Control 

Application Utilities/Components 

Digital Content 
Mgmt. 

Product & 
Customer 

Benchmarking 

Asset & Data 
Commerce 

Dashboards & Reporting Business Administration Console 

Smart Connect 
Product Applications 

Marketplace 

ThingWorx Platform 

 
ThingWorx  

Device Cloud 

 
3rd Party 
Clouds 

Composer 

1. Centralized Hub for Real Time Product Data 

2. Best Practices-Based Data Model  

3. Enhanced Out-of-the-Box Capabilities 

4. A Synergistic Marketplace Of Applications And Integrations 
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Smart, Connected Service for Smart, Connected Products 

Advancing Service Innovation with Connected Solutions 

Service Information 
Create, Deliver, and Advise 

Field Service Management 

Service Parts 
Revenue Optimization 

PTC Technical 
Information 

PTC Service  
Parts Information 

PTC Service Knowledge 
and Diagnostics 

PTC Service Network 
Management 

PTC Service 
Parts Management 

PTC Service 
Parts Pricing 

Service Event  
Management & Execution 

Remote monitoring, access, content and configuration Machine learning and predictive analytics 

1 2 3 

ServiceMax 

Connected 

Technician App 

Connected  

Diagnostics & 

Remote Service 

Connected 

InService 

Causal 

Forecasting 

(Connected 

SPM) 

Predictive 

Service 

Connected 

Warranty  

and Contract 

Compliance App 

Enhancement to Existing Portfolio Capabilities Net New Application Development 

PTC Warranty & Contract 
Management 

In process - Release dates TBD 
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ServiceMax Connected Tech App 



44 PTC PROPRIETARY INFORMATION SUBJECTED TO CHANGE WITHOUT NOTICE © PTC INC 2015 

27 psi 

Book 
service 

 VIN: 1HGCM82633A004352 
 Last service appointment: Sep-2014 

Windshield fluid 65% 

 VIN: 1HGBH41JXMN109186 
 Last service appointment: Jul-2014 

more 

Brake pads 
replacement due 

Connected InService: Rich context pairing yields “Killer App” potential 

• Context:  filters the 

information to exactly what 

the user needs 

• Content:  efficient and 

effective for performing the 

needed service 

• Connection:  access to the 

product or related business 

systems to perform service 
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IoT Plus Core SLM Portfolio Unleashes Augmented Reality for Service 
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Connected Diagnostics & Remote Service 

Key Features 

• Remote Access, Monitoring, File Download 

• Automated Diagnostics and Solution 

Identification 
– When possible, solutions can be automatically 

identified via mapping to error codes, conditions, and 
other monitor able machine state. 

• Interactive Diagnostics 
– Leverage real time and historic machine data while 

troubleshooting via “Guided Search’ capability. 

• Ticket / Case Creation 
– Leverage ThingWorx event monitoring to trigger 

creation of  call center tickets and diagnostics 

sessions based on error codes, conditions, or 

utilization levels. 

 

 

 

 

 

 

Remote access to real-time and 

streaming machine data for complex  

diagnostic situations 



47 

ColdLight Neuron Enables Advanced Analytics 

Product Intelligence will Guide Proactive and Predictive Service and Drive New Business Models 
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Connect and Solve + AR workflow 

Digital Twin 

Digital Twin & 
Augmented 

Reality 

Connect 

SCP, 

IoT, CPM 

Instruct 

Service and 
Parts 

Information / 
Procedures 

Analyze / 
Diagnose 

Big Data, Rules 

Predict 

Advise - 
Recommend 

Service 
Knowledge and 

Diagnostics 

Augment 

Augmented 
Reality, 

Dashboard 

Create  / 
Manage 

CAD, PLM, 3D, 
Config Data 
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Conclusion 
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A world of connected products   |  Providing customers with outcomes  |  No more customers, just partners 

Evolving Service Landscape 




