


In the competitive landscape of original equipment
manufacturers (OEMs), distinguishing service
offerings from the crowd has become not just

an advantage but a necessity. As products
become increasingly commoditized, the service
accompanying these products elevates from a

supplementary feature to a core differentiator.

Here at SPOC Automation, we understand this shift
deeply. That’s why we're diving into how top-notch
service can significantly enhance your business’s
value. We've gathered insights from respected
sources like the Harvard Business Review and
crunched numbers from comprehensive studies
reported by Forbes to show you why excellent service

should be at the heart of your business strategy.

“We care about aftermarket service because

our customers care about aftermarket service.”

Ted Wilke, president, SPOC Automation



THE IMPACT OF
EXCEPTIONAL
SERVICE ON BUSINESS
PERFORMANCE

First, let’s talk about why exceptional service

isn’t just about making customers happy. It’s
about driving your business forward. According

to research from the Harvard Business Review,
companies that nail their service delivery don’t just

keep their customers — they turn them into fans.

This kind of customer loyalty feels good

and translates directly into better financial
performance and stronger market positioning.
These businesses aren’t just meeting basic service
expectations; they’re exceeding them, which
builds a formidable barrier against competitors

and pushes the industry standards higher.

By focusing on delivering unparalleled service,
you’re not just maintaining your customer
base; you’re expanding it. And here at SPOC
Automation, we make it our mission to ensure
our service not only meets your needs but

also propels your business to new heights.
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STATISTICAL EVIDENCE
SUPPORTING
SERVICE VALUE

Let’s look at some numbers that really speak
volumes. Forbes has laid out some pretty
convincing stats that show just how much
customer experience — something we hold dear

at SPOC — can impact your bottom line:

e Companies with a strong customer

experience focus drive revenue 4-8%

higher than the rest of their industry.

e 8% of companies that improve their customer

experience report increased revenue.

e Customer-centric companies are 60%
more profitable compared to those

that do not prioritize the customer.

These aren’t just numbers. They’re clear signals.
Prioritizing exceptional service doesn’t just make
your customers happy — it makes your business
thrive. At SPOC, we’re all about this approach.
We believe that by enhancing your service,
we’re doing more than just solving problems.

We're setting you up for sustained success.
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LONG-TERM
BENEFITS OF
CUSTOMER
LOYALTY DRIVEN
BY SERVICE
EXCELLENCE

Beyond immediate revenue increases,
exceptional service cultivates deep-
rooted customer loyalty, which is
instrumental for long-term business
sustainability. Loyal customers make
repeat purchases and become brand
advocates, significantly lowering the

cost of new customer acquisition.

According to a Forbes survey, loyal
customers are five times more likely to
repurchase and four times more likely
to refer a friend to the company. This
advocacy creates a virtuous cycle,
enhancing brand reputation and

further driving economic gains.

For OEMs, where long-term contracts
and repeated transactions are
standard, nurturing customer

loyalty through exceptional service
can lead to stable revenue streams

and enhanced market share.
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OPERATIONAL
AND COMPETITIVE
ADVANTAGES

Exceptional service contributes to operational
efficiency and creates a competitive moat.
Efficient service models reduce service-related
issues, which, in turn, lower operational

costs and enhance customer loyalty.

The Harvard Business Review outlines that
optimal service operations enable businesses

to manage their workforce and customers more
effectively, turning potential service challenges
into opportunities for brand differentiation and
value creation.and value creation. cost-effective

and provide quick return on investment.

In many cases, renewable energy sources are
now more cost effective than fossil fuels from a
marginal cost of production and an operational
and maintenance perspective, according to

the International Renewable Energy Agency.

Battery storage systems allow for additional
value, as they firm renewable generation

assets and facilitate dispatchability.

In many cases, renewable
energy sources are
Nnow more cost effective

than fossil fuels
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IMPLICATIONS FOR OEMS

For OEMs, the implications of these findings are clear. Service

excellence is not just an operational goal but a strategic imperative
that impacts every facet of the business, from cost management
to customer loyalty and competitive differentiation. In an industry
driven by specifications and functionality, service quality can

be the deciding factor that either elevates a brand above the

competition or causes it to blend into the background.
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FINAL THOUGHTS

The value of exceptional service

is undeniable and quantifiable.

For OEMs operating in highly
competitive markets, it is the quality
of service that often differentiates
the good from the great. As
demonstrated by both academic
research and industry statistics,
companies that invest in creating
outstanding customer experiences

do not just grow — they lead.

At SPOC Automation, we are
proud to set the standard for
service excellence, helping our
clients not only compete but

thrive in their respective fields.
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to Service Excellence

At SPOC Automation, we understand that our commitment
to exceptional service is not just about solving immediate
customer issues but about building enduring value for our
. clients and their customers. Our approach to service is

. Eﬂqsigned to ensure reliability, exceed expectations, and

5, 3 qu.fe-r business growth, making us the partner of choice
" 'fpr°QEMs looking to secure their competitive edge in the

% % .‘-,n{qriietbjoce.Contoct us to speak to an expert who can
o.. |.. ‘l-.h

élp'you get started on your own electrification journey.
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