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Gaining Value from the Internet
of Things (IoT)

Customers are the lifeblood of any
organization, whether an enterprise is
selling to consumers or is business to
business (B2B) focused and selling to other
enterprises. Up until about a decade ago,
large enterprises were the primary
consumers of technology, driving the
spending for technological innovation. But
somewhere between 2005 and 2009,
consumers overtook enterprises and
became the largest investors in technology.

Consumers’ need for higher touch customer
service and improved customer experience
(CX) superseded product and price as the
key differentiators for businesses. So, for
the next half decade, consumers drove a lot
of the most important technological
innovations. And enterprise focused
technology struggled to keep up, yielding
to what is known as the consumerization of
IT.

Enter IoT or the Internet of Things.
Enterprises are changing the way they do
business. They are harnessing big data and
analytics to help them better understand
their customer base, whether it is a
business customer or a consumer.

In today’s world of widespread mobile
connectivity and connected devices,
successful businesses seize the opportunity
to unlock the value of their data (both

current and future) and use it to greatly
expand their customer experience model(s).
By connecting things, analyzing the data
gathered, and taking action on that data,
enterprises are able to keep customer
equipment up and running smoothly—an
accomplishment that boosts value and
keeps customers happy.

IoT has the potential to change the
customer service model: move away from
monitoring customers’ connected things to
fully automating the customer experience.
Is your equipment running out of
materials? Don’t worry new materials have
already been automatically ordered for
delivery tomorrow. Is a manufacturing
process drifting out of calibration? The
email scheduling service is on its way.
Connected systems, along with artificial
intelligence (AI), will transform the
customer experience in ways we have not
yet thought of.

How IoT Can Help Your Organization Keep Customers Coming
Back for More
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What’s the risk when enterprise systems
aren’t connected, and data is not analyzed?
Simply put, customers will leave and take
their dollars elsewhere.

One of IoT’s key values is its ability to
seriously upgrade the customer experience.
Not only on the service side, which is a
natural fit with connected devices, but also
when it comes to knowing when you require
warranty service, when a service call will be
due, and/or even proactively knowing
beforehand that something is out of line and
needs to be serviced. And that’s just the
beginning.

IoT systems that measure, gather, analyze,
and act on customer data allow companies
to:

• Increase sales, through automated
inventory processing and fulfilment

• Provide proactive vs. reactive
customer support by analyzing data,
using AI, and taking action on that
data.

• Increase customer loyalty, by
keeping equipment running
smoothly.

• Develop new business opportunities,
by moving from a one-time sale to
an “aaS” (as a Service) model.

Things

IoT connects the customer to the vendor
through a 24-hour channel of information-
gathering. IoT connects otherwise
disparate equipment/devices and equips
them to continuously collect mission-
critical data (often in massive amounts) for
analysis and generation of actionable
insight. That insight can be oriented
towards specific industries. The real value
to be gained here for vendors, is achieved
when they are able to successfully apply
analytics and AI to the process and
present unparalleled opportunities to
customers.

Insights

The promise of increased revenues for
those gathering and using data from
industrial customers can be found in many
typical sales/service applications.

Holistic Customer Views. Companies can
now use connected devices and data to
provide a holistic view of customers’
needs. Instead of one-size-fits-all
marketing schemes, vendors can use
personalized offerings designed for
specific enterprise customers to achieve
more cost-effective marketing programs
as well as a higher satisfaction rates and
improved customer engagement for end
consumers.

Cross-selling. Given the plethora of data
that vendors have, the opportunity for
cross-selling products and services based
on known purchases is enormous. From
advertising ink and paper to customers
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when they have just purchased a new
printer to advertising new materials to
customers with recently-installed machines,
the possibilities are endless.

Just-in-time delivery. IoT technologies
provide a wide range of data that allows
vendors to monitor, order, and deliver
inventory on an as-needed basis to help
manage customer inventories.

Actions

The use of IoT produces a new vision for
customer service and is a powerful tool
that companies can use to greatly reduce
instances of negative customer
interactions. IoT enables customer service
representatives to instantaneously view
problems and see what customers are
seeing as they are seeing it. Remote access
allows service representatives to both
personally deal with customers’ problems
and to walk customers step-by-step as
they do their own maintenance, all the
while making sure it’s done correctly.

As significant as real-time service is, the
ability to continuously monitor devices
allows for maintenance prior to customers
even seeing issues as well as proactive
maintenance and service to prevent
devices breaking down or customers
running out of supplies. The ability to
rectify or circumvent issues without a
customer noticing and in a proactive
manner redefines the nature of the
interaction between customer and vendor
from “customer no service” to “delighting
the customer”.

Customers for Life – ROI of
Industrial IoT Customer Service

In the restaurant business, inventory
should never be a guessing game.
Traditionally restaurants, bars and casual
dining establishments keep track of
inventory through pen and paper and
guess at how much liquid is in their
pressurized systems. And this makes
approximately 25% of beverage inventory
orders placed wrong. So, a manufacturer
of commercial beverage inventory and
order management systems decided to
step in and solve the problem of beverage
waste, inventory control and order
management.

“approximately 25% of
beverage inventory
orders placed incorrectly”
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Their customers, restaurateurs, were losing patrons because of a lack of inventory
control and visibility into current stock. By using IoT solutions including RFID tags,
weight sensors, temperature and CO2 monitoring sensors, data from connected
machines is gathered on a continuous basis and analyzed so that these food service
purveyors can swiftly detect non-compliance, maintenance issues, inventory supply
issues, and request service or place orders before inventory is out of stock or the
beverage dispensers are down.

Also, the ability to do continuous data collection and analysis across multiple locations
allows suppliers, distributors and manufacturers to identify trends and equip them with
the power to predict and circumvent future issues.

Conclusion

Companies looking to implement IoT solutions often start by developing simple systems
that are aimed at simple data gathering with some analysis to reduce costs. In the long
term, successful businesses must unlock the value of their data to increase efficiency,
improve customer service, and/or create new revenue streams and business models to
remain competitive. Innovative companies soon realize that the power in IoT is in
connecting devices and gathering and using data to improve their customer service.
Actively using IoT sensors and analytics, enterprises can increase sales, generate a more
loyal customer base, and creative new and innovative business streams to fuel business
in the future.



6James Brehm & Associates ∙ 210.410.0051 ∙ 
info@jbrehm.com

The current construction trends in today’s
technology-driven world have created a
very interesting conundrum. How do you
deal with the mixed fleet of equipment and
still use the information that IoT devices
create?

First, what is a mixed fleet?

The construction industry has a different
language when talking about fleets than
other industries. They consider a mixed fleet
a group of equipment that are varied
brands and types of equipment. For
instance, a fleet may have a group of aerial
lifts from several manufacturers such as
Genie, JLG, and Snorkel, all of these lifts
may be similar in reach or design but have
different controls and radio communication
devices. Next there could be aerial lifts, bull
dozers, graders, excavators, skid loaders,
and cranes which are all completely
different machines. Then, there could be
several different or similar machines that
are rented or leased from different
companies like HERC, Ahern, United Rentals,
etc. each having some kind of radio
operated fleet management device.

Reasons the Mixed Fleet exists.

There are many reasons for a mixed fleet on
a job site. Today’s construction is usually
completed by a general contractor that
hires several different sub-contractors to
complete the work. Many of these Subs
bring equipment that they either own or

have leased or rented to complete their
portion of the job. Many of these pieces of
equipment have some sort of telematics or
a radio-controlled device that sends data
such as location and status somewhere to
be consumed in order to help track or
maintain the equipment.
The growth of the used equipment market
has also contributed to the varied makes
and brands of equipment available to the
contractor. Global supply chain issues and
the actual cost of new equipment have
forced equipment owners, subs, and
contractors to look toward the pre-owned
markets to help these owners ensure they
have the right units available as the
construction boom continues. These units
do not always match with brands that are
already owned by the contractor or sub,
and cause fleet managers to work outside
their comfort zone or technology choice to
get the data they are used to.
Next, the increased use of rental
equipment for contractors turned the US
Equipment Rental industry into a $48.5B
business in 2020.

Managing mixed fleets on construction sites – Is it time for some
standards?
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This adoption of rental equipment has
allowed the contractor access to
equipment that may be a different brand
with the same functionality as the units
they currently own and has reduced the
long-term cost that the contractor incurs
on the business through ownership. With a
varied number of sub-contractors, there
may be varied rental companies involved
based on equipment availability, each with
their own technology on a job site.

Lastly, the adoption of technology by the
construction industry in the last few years
has led OEMs to finally realize that
technology is here to stay and needs to be
part of the factory options that are
integrated into their machines. While the
basic data that is collected by devices is
standardized, these OEMs also seem to
have also brought their own platforms to
evaluate the data into the mix increasing
the complexity of integrating mixed fleets
of varied brands and types of equipment.
That combined with a lot of fresh players in
the game has caused issues with
manufacturers' equipment working
together. Contractors and customers have
seen the issues and have begun
demanding more continuity and ease of
use among the manufacturers.

Technology Differences

There have been several barriers to
compatibility among the multiple devices
and units currently on the market. First
Radios have been the largest
hurdle. There are many different types of
radio equipment used from equipment
telematics to GPS aided grade
measurement devices, and a standard
communication type has not surfaced yet.
There are many legacy devices used on a
job site that are still UHF-based
technologies, as well as GPS, satellite, Wi-
Fi, and even cellular-based devices in
operation at any given time.

Radio differences are just the start, one of
the big issues is that there seems to be
very little compatibility among the OEMs.
For the most part, they have mostly
developed technologies that could be
installed on competitor equipment in
order to sell these upgrades to the
customer. This gives them the ability to
link the customer to the OEM to create
loyalty and increased sales. When coupled
with competing rental companies and
multiple contractors’ equipment on the
job site you can see the challenges that
creep in.

Another issue that shows up has to do
with using the data. With all the
information being communicated or
transferred, there seems to be some
disparity in the type of file that the
information may be stored in. Not all files
are compatible. Since there are variations
in the type of file, the need for some form
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of conversion is often employed to create
continuity. There is also a plethora of
software types associated with these
systems. This creates a couple of different
issues and choices the contractor needs to
look at. Either they need to use the “swivel
chair” approach and see the information on
multiple different platforms or monitors, or
they need to choose a platform capable of
integrating all the information. Often times,
this comes down to looking to see which
platform you like to look at every day
based on ease of use, functionality, which
is best supported, and/or the frequency
and ease of needed updates. Sometimes it
all boils down to support. What dealers
play well together or is a third-party option
the best solution.

Final Thoughts

With the current state of the economy
and the geopolitical climate it is
extremely important that the
construction industry gets the
equipment fleets connected. To do this,
there is definitely a need for some
standardization in IoT within the
industry.
First, let us start with communications.
Let us identify one standard type of
radio technology that can communicate
between all units on site. I would
recommend Wi-Fi or cellular as the
easiest to manage and implement.
Second, let us use one type of software
to look at or at least make them talk to
each other.
Managing mixed fleets on construction
sites – Is it time for some standards?
What do you think? Let us know at
info@jbrehm.com

With all this disparate information
generated by these varied units and
platforms on a large job site, managing the
location, use, and sometimes worker safety
on the site becomes very difficult. As time
goes on and we start to see some protocol
adoption in the industry we should begin
to see improvement in the ease of dealing
with a mixed fleet.

“the US Equipment Rental
industry is a $48.5B
business”
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Last week, Carvana announced the
acquisition of ADESA U.S. auction business
for $2.2B to “jump-start” its’ used car
business. Carvana, the automotive industry
leader in technology-enabled sales, serves
customers through the company’s award
winning and Industry leading mobile or
web app. There, consumers can shop, buy,
and finance preowned vehicle purchases
which can either be picked up at one of its
30 multi-story car vending machines or
delivered directly to a customer’s home.

Carvana was launched in 2012, with the
mission of disrupting the auto industry by
removing the traditional dealership
infrastructure and replacing it with
technology and exceptional customer
service. Carvana operates a brick-and-
mortar network of approximately 30 multi-
story patented car vending machines and
15 IRC’s that inspect, repair and detail cars
that are then sold online. Additionally, it
directly markets, services, and has a
logistics network covering 311 markets.

The business model of technology
driven sales powered by an easy-to-use
inventory search engine couldn’t have
happened at a better time. During the
last two years when the Covid19
pandemic has had much of the populous
across the nation in lockdown working
remotely by computer, and at a time in
our history when supply chain
disruptions have resulted in shortages
of new vehicles on dealership lots, the
Carvana business model has proven
itself through unprecedented growth.
For the full year 2021, Carvana reported
retail unit sales of 425,237, an increase
of 74% YoY with revenue of $12.814
Billion, an increase of 129% YoY. But
while sales and revenue are at all time
highs, Carvana, like most other used car
dealerships experienced challenges in
keeping its 70,000-vehicle inventory at
optimum levels.

Digital Transformation of the Used Car Industry 
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Enter ADESA

ADESA U.S. is the second largest provider
of wholesale vehicle auction solutions in
the United States with 56 sites and
approximately 4,500 corporate and
operations team members. In 2021, the
ADESA U.S. business facilitated more than
one million transactions totaling $800M in
revenue and more than $100M in EBIDTA.

ADESA U.S.’s wholesale auction business
will continue to operate under its existing
brand name and ADESA senior-level
executives will move over to Carvana once
the deal closes. And through ADESA’s
sites, which total approximately 6.5 million
square feet of buildings on more than
4,000 acres, Carvana will continue to
operate ADESA’s physical auctions while
also using them to inspect and recondition
the vehicles its sells online. While some
development of the sites to include
Carvana’s standard retail inspection,
reconditioning and logistics capabilities is
needed ultimately the addition of ADESA
reconditioning operations could help
expand its production capacity from 2

ADESA – a Technology
Company?
Like Carvana, ADESA is using technology
as a differentiator. In December, ADESA
announced a collaboration with
technology provider CoreKinect and
Comcast-owned network provider
MachineQ on the complete deployment of
ADESA's fully automated vehicle tracking
solution. The service combines a state-of-
the-art mobile app with a world class
GPS-enabled IoT Device for lot
management at ADESA’s auctions and
vehicle logistics centers.

This technology release is part of ADESA's
multi-year strategy to rethink traditional
auction processes and inject the latest
technology and are aimed at bringing
more consistency and efficiency to
operations and providing the best
experience possible for on-site customers,
the fastest cycle times for consignors and
the best outcomes possible for all
customers.

million units to over 3 million units
annually. And the network of 56 sites
coupled with Carvana’s existing 15 sites
puts 78% of the U.S. population within
100 miles of inspection and reconditioning
centers.



Is More Possible?
Carvana’s move to a more vertically integrated supply chain seems to be central to its desire to
differentiate itself from the traditional auto industry model. And its plan loosely resembles what e-
commerce giant Amazon is doing to diversify its business with a move out of cyberspace and into the
physical world with the new purchase. Carvana just needs to keep its’ fingers crossed hoping that the
record appetite for used vehicles continues to grow, justifying the $2.2 billion purchase.

Is more possible? By providing reconditioning services to 3 million vehicles, Carvana/ADESA will own
over 7.5% of the used car market. We believe that Carvana could continue down the technology path
and expand its lot management solution to providing aftermarket telematics services to direct to
consumers. With expertise on operating digital services with a world class user interface, perhaps
Carvana has what it takes to be the right channel for connected car services.
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Come see us in 2022 at:

AOTMP Engage 2022:  April 24-27 in Orlando, Fl

IoT Evolution Expo:  June 21-24 in Ft Lauderdale, FL

LoRaWAN ® World Expo:   July 6-7, 2022, in Paris France

Contact us at info@jbrehm.com to get time on the schedule.
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