
The COVID-19 crisis has jolted aftermarket services decisively toward the digital 
realm. Indeed, our research suggests that digitally enabled self-service options and 
remote interactions with service technicians will become standard.

of decision makers believe it 
is at least as e�ective as the 
prepandemic model.¹

of decision makers 
expect remote and digital 
interactions to be 
long-term solutions.

of B2B buyers want to ever 
interact with reps in 
person, even in their ideal 
post-COVID-19 model.

More thanOnly

Elevating aftermarket services
Matching the right talent to the right tasks and equipping them 
with the right tools will help aftermarket businesses in industrials 
recover from the crisis faster.

Aftermarket businesses will win by adapting to these changes quickly, across both 
sales (pricing and growth) and operations (productivity, safety, and customer 
experience). Taking a closer look into operations, businesses will need to focus on 
expanding digital and remote solutions across three main levers:

Matching the right talent to each unique task

Identifying the right tasks for their service technicians 
to perform

Ensuring technicians have the right tools to e�ectively 
complete each task

How businesses deliver against digital-�rst levers will need to be quite di�erent.
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1 McKinsey B2B Decision Maker Pulse Survey, August 2020, n = 600.

Ultimately, the key to delivering e�ective operations for 
aftermarket businesses lies in the ability to quickly adopt digital and 
remote capabilities.

Lever

Tasks Little to no remote diagnostics 
and data-driven decision making

Di�culty tailoring aftermarket 
parts and services to customers’ 
changing needs

Field engineers dispatched for 
all requests

IoT-connected devices to 
increase the amount of issues 
resolved remotely, shorten 
customer wait times, and 
optimize technician e�ectiveness 

Remote diagnostics to reduce 
downtime and dispatch volumes 
using predictive, remote 
diagnostics and maintenance

Prediagnostic matching to 
bring the right technician—or 
engineer—to each job

Talent and workforce Frequent manual scheduling 
and dispatching

Demand forecasting based on 
past performance

Annual labor-supply forecasting 
and capacity planning

Demand forecasting based on 
advanced analytics and machine 
learning to understand rapidly 
changing customer demands on 
technician skills

Real-time capacity planning to 
optimize workforce levels without 
compromising on customer needs

Optimized, dynamic dispatching 
to minimize technicians’ travel 
and idle time

Tools Demand forecasting based on 
past usage

Technicians’ vans stocked based 
on institutional knowledge

Frequently long lead times for 
parts and tools

Dynamic parts forecasting to
project demand based on 
changing customer usage and 
external demand signals

Advanced analytics to forecast 
inventory levels and stock vans 
appropriately

End-to-end visibility of the 
supply chain’s parts and tools to 
help customers plan jobs

Same-day delivery with dynamic 
and smart dispatching tools

Precrisis state Postcrisis state


