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Transforming 
Service into a 
Revenue Machine

Achieve performance that 
generates consistent, 
sustainable value
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When capital budgets are down, 
customers look for ways to maintain 
and support existing assets. In these 
circumstances, service isn’t simply an 
extra or a value-add; it is the product.

More and more, companies have recognized 

that selling service helps smooth the fluctuations 

in an unpredictable economy. Profitability, then, 

becomes a matter of increasing efficiency and 

reducing service-related expenses. That’s where 

service automation technology comes in.

Service, as a concept within the enterprise, has evolved 

over the past decade. What was once considered strictly 

a cost center—something provided to customers at-cost 

to maintain relationships—has become an important 

revenue source in many industries. That this transition 

has occurred during a time of increasing economic 

volatility is no accident.

Introduction 

$



Astea Whitepaper: Transforming Service into a Revenue Machine

2

According to a 2012 Aberdeen Group survey of senior 

service executives, respondents indicated that 58% of 

organizations were managing service as a profit center 

rather than a cost center. Revenue results are even more 

telling.  According to the survey, 51% of respondents 

indicate that the cost of service and customer retention 

is lower than the cost of customer acquisition, with only 

15% stating the opposite. On average, organizations 

claim that the margins on service are 10.7% higher than 

those on products owing to higher revenue streams at 

lower costs.

Improving service revenues can help companies weather 

short-term downturns in sales. With product sales 

slowing or diminishing in many segments, companies 

that previously enjoyed steady growth are facing 

potential losses in the future unless they can find ways to 

drive more service revenue through contract renewals, 

cross-selling and upselling, and warranty renewals. 

This white paper will examine some of the business 

drivers that are behind the new focus on service as a 

revenue center, and examine the enabling technologies 

that can help service organizations improve sales and 

customer retention, while improving efficiency and 

reducing operational costs.

With product 
sales slowing or 
diminishing in 
many segments, 
companies that 
previously enjoyed 
steady growth are 
facing potential 
losses in the future 
unless they can 
find ways to drive 
more service 
revenue through 
contract renewals, 
cross-selling and 
upselling, and 
warranty renewals.



There are a number of pressures 
on service organizations that have 
forced service managers to refocus on 
revenues.

First, economic uncertainty has depressed sales 
in many segments. That in turn has spurred new 
interest in generating revenues from existing 
customers via service contract renewals, while 
simultaneously improving customer interaction.

Service organizations also face competition 
that did not exist several years ago. Third-party 
service providers are pursuing clients, and direct 
competitors increasingly use service offerings to 
lure away customers.

Companies now have to use service to 
differentiate themselves in ways that previously 
were not necessary, just to maintain their current 
customer base. Further business drivers for 
improving service revenues include corporate-
wide initiatives to increase revenue; reduced 
product margins; and the increasing cost of 
service, which has put added pressure on  
service profitability.

New Service Focus 
on Profitability

Companies now 
have to use service 

to differentiate 

themselves in ways 
that previously were 
not necessary, just to 
maintain their current 
customer base.
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This trend is reflected in Aberdeen’s 
research, which indicates the focus on 
improving service delivery has shifted from 
cost reduction to profitability. The top goal 
of respondents in the Aberdeen survey 
was the ability to drive service revenues 
(22%), followed by enhancing the customer 
experience (17%), and increasing customer 
retention (13%).  Improving resource 
productivity ranked at the bottom, with 
12% of respondents claiming that as their 
top priority.

Why is this shift occurring? 

Because service has become a much 
more important source of revenue. Based 
on Aberdeen’s estimates, the amount 
of overall revenue driven by service 
operations stands at 39%, and is expected 
to rise an additional 9.8% within the next 
year. The majority of companies (87%) have 
a service revenue program in place. 

Ability to drive service 
revenues

Enhancing the customer 
experience 

Increasing customer 
retention

22%

17%

13%

top goAl of respondents 

in the Aberdeen survey



Companies that focus on improving service 
operations using best-in-class strategies and 
methodologies can see a significant pay off 
in customer retention, contract renewals, 
and revenues.

Multi-Pronged 
Revenue Strategy

Best-in-class service companies average nearly double the 
performance in customer retention and contract renewals 
compared to other companies, and have shown a 12-month 
increase in service revenue of 12.1%, compared to a 1.9% 
increase at other organizations, according to Aberdeen.

How is this accomplished? Typically, using a multi-pronged 
strategy that recognizes the different ways that customers 
utilize service and support. Organizations that are winning 
in the service sector have created strategies for flexible 
service pricing and price optimization; have introduced  
new types of service offerings  
that better match customer 
requirements; actively market 
and promote their service 
offerings; and invest in  
contract management  
solutions and strategies.
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Best-in-class companies have also invested in 
technology that both improves the performance of, 
and empowers, their front-line service technicians 
and sales people. One of the key drivers in 
increasing service revenue is providing front-
line service technicians with real-time access to 
service history information, so that they can better 
serve the customers and identify opportunities 
for upselling or cross-selling additional services or 
products. Properly training these employees to take 
advantage of these opportunities, and tying bonus 
compensation to upselling and renewal rates, will 
positively affect revenues.

To get there, service organizations must provide 
front-line employees with the tools to drive better 
revenue opportunities, and invest in the back-end 
software that can analyze customer data and turn it 
into actionable information.

According to Aberdeen, the technologies most 
commonly deployed by best-in-class companies 
are: knowledge management (41%), business 
intelligence (38%), end-to-end service management 
(34%), customer relationship management (34%), 
customer portals (34%), and remote service/smart 
services (24%) solutions. These technologies help 
these companies better manage service activities 
and improve customer retention and revenues.
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End-to-end service management solutions that 
encompass contract management, marketing 
automation, mobility, knowledge management, 
billing, and performance management capabilities 
not only improve efficiency and productivity, but 
also make it easier for the service organization to 
recognize and capitalize on revenue opportunities.

While the benefits will vary based on the specific vertical industry 
and the type of service automation solution deployed, each 
functional module of these solutions (whether they are included in 
one integrated system or multiple products) can provide specific 
revenue improvements.

How Technology 
Can Facilitate Driving 
Service Revenue
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contrAct & WArrAnty mAnAgement

Acquiring new customers is much more expensive 
than selling additional services to the installed base. 
Having instant visibility into contract renewal dates, 
customer preferences, and equipment usage is 
mission-critical when it comes to increasing  
service revenues.

The earlier you contact the customer to renew a 
service contract, the greater the probability of a 
renewal. Once the contract expires, each day that 
goes by without the customer needing service 
invalidates the contract in the mind of the customer.

Information management is also critical. Service 
management solutions can monitor service contracts, 
and automatically notify companies of pending 
contract renewals and expirations, as well as  
warranty expirations. With alerts automatically  
sent to the relevant sales personnel, companies 
can see an improvement in renewal revenues and 
customer loyalty.

With access to contract and warranty information, 
these solutions can automatically track charges 
against service agreements, capture all uncovered 
charges and automatically generate invoices. 
Contracts can be tailored based on the value of the 
customer, and team members can be automatically 
prompted to offer custom service contracts during 
the initial sales contact.

Having instant 
visibility into 
contract renewal 
dates, customer 
preferences, and 
equipment usage 
is mission-critical 
when it comes to 
increasing service 
revenues.



sAles & mArketing AutomAtion 

Automated solutions provide instant visibility into 
the customer base for both the sales and marketing 
teams, and allow them to mine that data to improve 
marketing campaign performance. The data can 
also be used to create customized multi-channel, 
integrated marketing campaigns.

By providing access to this data to front-line 
technicians and other personnel, and incorporating 
the ability to generate quotes in the field, companies 
can more easily turn those quotes into sales and 
service orders. Mobile applications can alert users 
to these sales opportunities, and empower the field 
force to provide quotes on the spot, rather than 
making the customer wait days or weeks for a sales 
person to contact them.

Mobile applications 
can alert users 
to these sales 
opportunities, and 
empower the field 
force to provide 
quotes on the spot, 
rather than making 
the customer wait 
days or weeks for 
a sales person to 
contact them.
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mobility & scheduling optimizAtion

The use of mobile technology by field technicians can 
revolutionize operations, not only by providing them with 
critical customer information at the point of activity (as 
described above) but also by increasing  
their productivity.

With mobile devices (whether they are smartphones, 
laptops, tablets, or rugged handhelds), technicians can 
access key information without spending time on the phone 
with dispatchers; can more quickly populate and process 
work orders; more accurately capture data; and better 
manage parts inventories. By reducing time-consuming, 
manual tasks, technicians can complete more work orders 
per day, potentially increasing service revenue by thousands 
of dollars per month.

Scheduling optimization technology, meanwhile, can 
ensure that the right technician is dispatched to each job 
by matching technician skill sets, parts availability, travel 
time, and other factors to optimize assignments and routes 
automatically. Many service businesses have complex 
environments, with multiple factors that must be considered 
to manage dispatch and scheduling of technicians.  
As the number of trade offs increases, the 
ability for humans to manually manage 
the task diminishes.

And by ensuring that the technician 
and parts arrive in a timely fashion, 
companies can increase their first-time 
fix rates, reducing costly truck rolls and 
highlighting the value of the  
service contract to the customer.

By reducing time-
consuming, manual 
tasks, technicians 
can complete more 
work orders per day, 
potentially increasing 
service revenue by 
thousands of dollars 
per month.



knoWledge mAnAgement

Field service solutions with knowledge management 
capabilities can analyze customer data gathered in 
the field, and can highlight potential service and 
sales opportunities. Armed with mobile computers, 
technicians can be automatically alerted to  
cross-selling and upselling opportunities in the field. 

Providing technicians with warranty and contract 
information empowers the field force, while helping 
them save unbilled charges, sell additional contracts 
or service work while on site, and quickly answer 
customer questions without requiring lengthy  
phone calls.

billing integrAtion

Technicians can capture all billable processes at the 
point of service, ensure all billable time is accounted 
for, and (thanks to integration with accounting and 
CRM applications) ensure that accurate invoices 
are issued quickly. This accelerates cashflow and 
improves invoice processing time.

Using mandatory fields in a mobile service 
application, technicians can be prompted to collect 
important billing information at the time of service. 
By presenting the customer with a complete list of 
services and charges, and asking for a customer 
signature on the mobile device at the time of 
service, field service organizations can eliminate later 
confusion about charges, and avoid having to “give 
away” services to make their customers happy.

Field service solutions 
with knowledge 
management 
capabilities can 
analyze customer data 
gathered in the field, 
and can highlight 
potential service and 
sales opportunities.

Billing integration 
helps avoid having to 
“give away” services 
to make their 
customer happy.
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performAnce mAnAgement

Field service automation technology also captures 
performance data about the service organization, 
allowing managers to continuously measure against 
KPIs, as well as review and forecast performance 
against service revenue goals.  

By generating customized performance reports, 
companies can not only evaluate their own internal 
procedures, but also provide information to 
customers. When it comes time to renew a service 
contract, staff can easily prepare a report illustrating 
the service levels provided and highlighting the 
service organization’s success with that customer. 

Service managers can also easily document when a 
service contract or customer relationship 
is not generating expected  
revenues or profits, allowing  
them to adjust the terms of 
the service agreements to 
improve performance.

By generating 
customized 
performance reports, 
companies can 
not only evaluate 
their own internal 
procedures, but also 
provide information 
to customers.



Astea International is a global provider of software solutions that offer all the cornerstones of service lifecycle 

management, including customer management, service management, asset management, forward and 

reverse logistics management and mobile workforce management. Since 1979, Astea has been helping more 

than 400 companies drive even higher levels of customer satisfaction with faster response times and proactive 

communication, creating a seamless, consistent and highly personalized experience at every customer 

relationship touch point.

Service operations have become an important revenue and profit center for 

many companies. With an increasing focus on improving the bottom line for 

the enterprise, service managers now face more pressure to increase revenues, 

reduce costs, and improve the service organization’s competitive position.

Best-in-class service organizations have restructured their service offerings to better match customer needs, 

while providing menu of options that can potentially increase revenues. At the same time, they have leveraged 

end-to-end service automation software solutions and mobile computing technology to improve contract 

management, inventory management, scheduling, dispatch, upselling/cross-selling, and billing operations. 

These strategies have not only made service teams more effective and efficient, but also helped transform  

these company’s service operations from cost centers to highly profitable sources of new revenue.

Conclusion
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