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“We’re very light on-premise, we’re not 
having to make lots of trips to site, we’re 
able to do everything just in the cloud. 
It’s given us great power and great 
momentum as we go forward.”

Sefton Jubenvil, Vice President, Digital 
Transformation, BID Group

http://www.ptc.com


A big part of your job relies on 
access to customer sites. One global 
pandemic later, accessing customer 
sites ranges from difficult to non-
existent. But you still need to do your 
job, and your customers still need 
their equipment serviced. 

Remote Service Results

REDUCTION IN ON-SITE TIME

10-80%

ISSUES RESOLVED 
REMOTELY

20-70%

INCREASE IN CUSTOMER OEE
directly tracked to remote service support

25%

Before the COVID-19 pandemic, many industrial machine 
builder service teams were changing their service models 
to rely less on truck rolls and more on off-prem support. 
It made sense as a strategy to lower costs and raise 
customer satisfaction scores. Now, when on-site service 
is increasingly difficult—if not impossible—to provide, 
effective off-site support has evolved from a cost-savings 
tool to a business-critical need. 

The service teams at BID Group, Stellar, and Howden 
were already using remote-based service to drive uptime, 
revenue, and customer satisfaction. Their stories—and 
dramatic results—are a demonstration of how technicians 
don’t have to be on-site to support their customers. In fact, 
these three industry leaders will show you how a remote 
condition monitoring solution is your best bet to moving 
quickly and effectively towards a more cost-effective and 
customer-centric service model. 
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“ “ “As the construction and industrial 
refrigeration industries continue to 
evolve, it is imperative to have the 
right technology partner in place 
to ensure our systems are meeting 
customer demands. With increasing 
regulatory requirements and an 
aging workforce that holds untapped 
knowledge of system operation, now 
more than ever, embracing technology 
such as cloud, IoT, and AR is vital.”

Divisional Vice President of 
Refrigeration,  
Stellar

Empowering our business platforms 
with greater transformational digital 
capabilities is integral to our growth 
strategy. ThingWorx not only supports 
our existing businesses but can also 
contribute to more rapid integration 
of acquisitions. With ThingWorx and 
Microsoft Azure IoT, we can focus 
more on what we do best and improve 
customer experience.”

Vice President,  
Digital Growth,  
Howden

We’re very light on-premise, we’re not 
having to make lots of trips to site, 
we’re able to do everything just in the 
cloud. It’s given us great power and 
great momentum as we go forward.”

VP Digital Transformation, 
BID Group

What Your Peers Say About IIoT for Service
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BID Group:
A More Productive and Protected Service Team

The world is changing fast. Service teams need to adapt 

quickly just to keep up with customer needs, let alone 

their competition. A high-level of remote capabilities is 

key to staying flexible and moving fast.

KEY TAKEAWAY

BID Group is an industry-leading supplier of wood 
processing equipment and turn-key wood processing 
plants. BID Group realized that in order to get ahead 
of the market and increase service and production 
efficiency, they needed to optimize technicians’ ability 
to service machinery while off-site.

CASE STUDY

BID Group’s Remote Condition Monitoring Approach Enables

• Real-time monitoring and alerting

• Dashboards to keep track of critical equipment, shift 

handover, and other vital reporting

• Insights into equipment performance in real-time and 

long-term patterns

The Results

• More productive service teams, who have visibility to 

on-site issues while off-site for fewer truck rolls and more 

remote problem-solving

• Increased service value by focusing on the metrics the 

customers care about the most: OEE, material yield, 

productivity, and profitability
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Stellar:
Off-Site Maintenance that Reduces Downtime

As technicians face travel limitations, technology that 

seamlessly enables remote monitoring, diagnosing, 

and repairs is more important than ever. And beyond 

data just for service teams, increased remote data 

access is crucial to cross-functional collaboration across 

distributed departments.

Stellar is an industrial design and build firm, focused 
primarily on the food and beverage market. Stellar was 
expanding their service business to a more predictive 
and proactive maintenance approach. In doing so, 
they recognized they would need to collect more 
data—and analyze that collection in new ways.

CASE STUDY

Stellar’s Remote Condition Monitoring Approach Enables

• Visibility, efficiency, and cost savings through a system 

health dashboard 

• Customers to more easily manage their compliance 

documentation for greater confidence in the event of an audit 

• Automated data collection that saves manual-based time 

and errors

The Results

• Reduced or eliminated downtime for customers, even 

when not able to service on-site 

• Improved workforce efficiency for better informed service 

visits, when necessary

• Improved energy efficiency and compliance 

management
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Howden:
Better Performance Insights for Future-Proofed 
Off-Site Service 

In-depth visibility into equipment data is part of today’s 

new servicing norm. Technicians who can access 

that data from anywhere become invaluable parts 

of a customer’s team—without needing to physically 

maneuver on-site complexities.

Howden, a leading industrial technology company, 
provides products and services to commercial and 
governmental organizations across a wide range of 
industries.  Howden was looking for ways to expand 
the digital capabilities of their service teams in order 
to give more value to customers and future-proof 
their service and support. With Howden’s complex 
branches and business, it was extra important to 
streamline service operations.

CASE STUDY

Howden’s Remote Condition Monitoring Approach Enables

• Increased visibility across individual projects and 

equipment fleets 

• Better pattern and anomaly detection in similar products 

and applications

• Centralized data sharing and flexible deployment 

offerings

The Results

• Improved productivity, documentation, and asset 

management across geographies

• Clear performance assessment through multiple 

attributes analysis, from the simple to the complex

• Improved service response and customer performance
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NAVIGATE DISRUPTION WHILE 
ENSURING THE HEALTH OF YOUR 
TECHNICIANS AND YOUR BUSINESS

Visit the Machine Builders resource hub for more key 

takeaways to help you optimize your service—without 

sacrificing your safety.
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