
5 guidelines for organizing
your services operations to 
fully support the medical
manufacturing segment



Overview
Like many industries in the past 10 years, there have been seismic shifts in 
the medical manufacturing space. This has changed approaches to business, 
relationships with customers, and virtually every other touch point. 

The goal is to give you some key ideas for organizing your business to 
capture market share in the health care and medical manufacturing vertical. 
We hope you find it valuable. 

As always, feel free to reach out to our team with any questions.



OK, pause and take a deep breath. That’s a legitimately long list -- and many customers would probably add to that, as 
opposed to subtracting from it. 

Now consider this. These are challenges driving the desire of medical manufacturers to optimize their field service 
performance:

● Hardware maintenance
● Repair service
● Software support
● Applications support, general
● Applications support, medical apps
● Consumables support (chemicals, reagents, and supplies)
● Systems integration

● Systems implementation
● Training support
● Consulting support
● Facilities planning
● Site management
● Inventory control
● Quality program implementation

1. Know your customers and their needs

Ostensibly, this is the No. 1 rule of business anywhere. 
The scope of what constitutes ‘needs’ within medical manufacturing has expanded in the past decade or so. 
Most customers now consider all of the below to be needs:

55% 48% 48% 43%

Internal mandate to 
drive increased service 
revenues

Customer demand 
for quicker response 
time

Need to improve 
workforce utilization 
and productivity

Need to improve 
service process 
efficiencies

How can you meet these needs? Here are some
high-level ideas on this front:

Package and promotion
Most clients will want to see an integrated, 
packaged suite of solutions; in short, they don’t 
want to feel like your services are cobbled-
together one-offs. So wherever possible, 
define the value of interconnected services and 
products you offer.

Promote expertise 
The medical manufacturing vertical is 
complicated (more on this later). Clients want 
to know they’re working with a vendor with 
expertise around this space. Provide resources 
and have conversations here. Showcase specific 
examples from working with other clients. In 
a highly competitive, highly regulated, oft-
confusing space, this is a way to win business.

Surprise and delight
Since virtually the beginning of the concept of ‘doing business,’ these two ideas have been front and center 
for getting and retaining customers. Give them things they didn’t know they needed -- if they seem to be 
stagnated or struggling at a point in the sales cycle, send them resources or offer to provide any additional 
information they may need. Offer a free consultation if you think they need additional guidance. Aim for 
surprise and delight at every interaction and you will capture the business.



2. Be aware of government regulations

Medical manufacturing is, logically, one of the more regulated verticals that field service management overlaps. If 
your organization has clients in the refrigeration space, for example, the level of scrutiny you’ll face in the medical 
manufacturing industry is likely to be much higher. You’ll be working in a regulatory environment with compliance issues 
driven by:

● The Food and Drug Administration
● The International Standards Organization
● Independent auditors
● More

● Hiring experts, or placing them on retainer
● Having dedicated legal resources with expertise/influence on the regulatory side

In order to maximize your chance of capturing business and providing a value-add to the medical manufacturer, you 
need an in-house team (and solutions) around the regulatory issues. Typically this involves:

Consider this simple example: most FDA-regulated 
medical businesses are required to provide statistics on 
any problems or issues with their equipment. Going back 
to the surprise and delight model above, a major concern 
for many businesses over time has been ease of accessing 
those statistics. If you can’t get it out of the system quickly 
and present it for your audit, that’s a huge time sink and 
effectiveness drop for your organization. 

Regulation is very important in this space -- and potential clients want to make sure you know best practices and 
have your boxes checked.

In short, it will surprise and delight them if your solution 
makes it easy to access, contextualize, and present the 
statistics they need for their regulatory environment. 
This is often a pain point for medical manufacturing 
businesses. If you show that you can solve it -- and more 
importantly, understand it -- that’s a huge plus.



3. Understand consolidation and emerging
    markets for health care providers

Your organization needs to understand the overall business environment of health 
care providers, specifically in these two areas:

● Consolidation
● Emerging markets

Emerging markets: Medical service will continue to 
grow in previously-considered ‘emerging’ markets, 
especially as those marketplaces develop healthier 
middle classes.

• Consolidation: In a consolidated health care world, the primary drivers of purchasing will be service value
   and potential customer satisfaction. Health care providers essentially want the best ‘bang for their buck’ in
   terms of service costs and patient outcomes. Those are two focal points for your organization as it tries to
   compete.

• Emerging markets: View this as an opportunity, plain and simple. It does go back to the regulatory concerns
   mentioned above, though -- in addition to making sure you can service devices in potentially remote areas,
   you also need to make sure you understand compliance and regulation in those areas.

How do you approach the two issues?

Consolidation: Many hospitals and health care providers 
are consolidating, or banding together. This means there 
are less device and service contracts to ultimately go 
around, so the health care providers can drive down 
costs and margins on your side.



Moving key information to a secured cloud 
environment

Inventory management aligned with device 
data and work orders, so that techs don’t 
show up to a job without the right tools or 
parts

Automated work orders

Making sure key information and data are 
easy to access for the provider and the field 
service organization

Mobile connectivity

Technicians connected to device data, 
which can save time on critical issues by 
slicing out dispatch if need be

Contextualized work orders so techs don’t 
have to ask a ton of questions on site

A focus on service (not product) at the 
sale stage

So far we have covered:

Your customers will require:

● Growing market needs and your positioning
● Understanding regulatory environments
● Understanding business environments

These are three crucial building blocks -- but when you get 
the business, you’re going to need to perform at a high 
value level. This requires excellent operations and service. 

How can you do that?

In simplest terms: think through every step.

This seems like (and is) a lot, but to effectively compete in this space, health care providers will expect this from you 
logistically and operationally. You need to deliver. If the value isn’t there, the contract may not be for long either.

Data-based maintenance schedules instead 
of specific calendar schedules

A customer portal so that the health care 
provider knows where your field service 
organization is at every stage

Everything easy-to-navigate from multiple 
devices with good interfaces

4. Enhance your operations and service



5. Seek out expertise and the right partners

This is a complicated space. 
It involves the intersection of: 

The right partners

● Understanding customer need

● Understanding regulatory environments

● Understanding business environments

● Understanding the expected service life cycle

To cope with these challenges, seek and evaluate the right field service management partners. At FieldOne, from 

Microsoft, we work with you to provide customized and superior solutions to all your field service challenges in the 

medical device manufacturing segment. Reach out to us today for an initial discussion about these opportunities.

Request a demo and 
discussion with a field 
service management 
expert

Request demo

http://www.fieldone.com/schedule-a-demo?utm_campaign=Medical%20Manufacturing%20Vertical&utm_medium=ebook&utm_source=medical%20manufacturing%20ebook



