
 

 

How Strategic Service & Parts Partnerships Improve OEM Profitability, Market Share, 
and Customer Retention 

The Role of Source I.T. in Strengthening OEM Service Ecosystems 

Modern device manufacturers face increasing pressure to deliver exceptional service experiences 
while managing the complex logistics of global parts supply chains. As product lifecycles extend 
and enterprise customers demand rapid repair turnaround, OEM service organizations must 
balance parts availability, operational efficiency, and cost management. 

For many manufacturers, the post-sales service division is historically viewed as a necessary cost 
center rather than a profit-generating business unit. 

However, with the right operational infrastructure and supply chain partnerships, the service 
organization can become a strategic driver of customer retention, operational efficiency, and 
even profitability. 

Companies like Source I.T. Inc. help OEMs achieve this transformation by providing the 
infrastructure, tools, and partner networks required to optimize service parts availability and 
delivery across North America. 

 

The Challenge Facing OEM Service Organizations 

Service directors responsible for supporting in-warranty and out-of-warranty repairs must solve 
several operational challenges simultaneously: 

• Ensuring consistent availability of service parts 
• Managing excess or aging inventory across multiple depots 
• Supporting enterprise service contracts with strict SLAs 
• Maintaining regional repair coverage 
• Preventing the grey market use of non-OEM parts 
• Controlling operational costs within service divisions 

Without the right infrastructure, these challenges can result in: 



• Repair delays and extended downtime 
• dissatisfied customers 
• increased warranty costs 
• inefficient parts utilization 
• lost brand loyalty and market share 

 

The Source I.T. Ecosystem Approach 

Source I.T. was built to support the entire lifecycle of OEM technology service delivery. 
Through an integrated ecosystem of platforms and services, Source I.T. provides manufacturers 
with: 

• OEM replacement parts distribution 
• advanced parts identification tools 
• service logistics coordination 
• partner service augmentation 
• inventory monetization programs 
• repair network support across North America 

Rather than acting as a traditional parts distributor, Source I.T. functions as a service 
infrastructure partner, helping OEMs strengthen their service ecosystems. 

 

Case Study 

Transforming an OEM Service Division from Cost Center to Profit Center 

Several years ago, the Service Director for the Americas of a major global OEM visited the 
Source I.T. facility to better understand how our organization was impacting their service 
operations. 

At the time, their internal service division was historically viewed as a non-profitable operational 
requirement — necessary to support warranty obligations but difficult to manage financially. 

What they discovered during their visit was a service infrastructure that complemented and 
enhanced their own internal operations. 

 

 



Understanding the Problem 

Like many manufacturers, the OEM faced several operational challenges: 

• Excess service parts inventory sitting unused in multiple depots 
• Limited tools available for accurate part identification 
• Inefficient distribution of replacement components 
• Aging inventory losing value over time 
• Repair channels struggling to source the correct parts quickly 

These challenges created inefficiencies that directly impacted the profitability of the service 
organization. 

 

Developing Tools That Did Not Exist Internally 

Working closely with the OEM’s service leadership, Source I.T. developed custom sourcing and 
parts identification tools designed specifically to support their service ecosystem. 

These tools allowed service technicians and repair partners to: 

• identify parts quickly using device serial numbers 
• match correct components with minimal error 
• locate available inventory within the service network 
• reduce ordering mistakes and return cycles 

By improving parts identification accuracy, the service organization was able to significantly 
reduce repair delays and operational inefficiencies. 

 

Solving the Excess Service Parts Inventory Problem 

One of the most significant challenges facing the OEM was excess service inventory. 

Large manufacturers often hold millions of dollars in replacement parts inventory to support 
warranty obligations. Over time, portions of this inventory can become: 

• underutilized 
• misplaced across service depots 
• obsolete due to product lifecycle changes 



Source I.T. helped address this issue through a combination of: 

• inventory redistribution across the service network 
• improved visibility into available parts 
• specialized resale and monetization programs 
• enhanced logistics coordination 

This approach allowed the manufacturer to recover value from idle service inventory while 
improving parts availability where it was actually needed. 

 

Improving Service Delivery and Customer Experience 

By strengthening parts availability and service infrastructure, the OEM was able to achieve 
several key improvements: 

• faster repair turnaround times 
• improved technician productivity 
• reduced parts ordering errors 
• stronger service coverage across regions 
• improved customer satisfaction 

Most importantly, the service organization began to transition from a cost center to a more 
financially sustainable operation. 

 

Supporting Market Share and Brand Loyalty 

For manufacturers, the service experience plays a critical role in long-term customer retention. 

Customers rarely remember the original purchase experience, but they always remember how 
quickly and effectively their device was repaired. 

By supporting OEM service divisions with: 

• reliable parts availability 
• improved logistics infrastructure 
• accurate parts identification tools 
• regional service augmentation 



Source I.T. helps manufacturers deliver the consistent repair experiences that protect brand 
loyalty and market share. 

 

The Strategic Value of a Service Infrastructure Partner 

For OEM service organizations, companies like Source I.T. provide more than distribution 
capabilities. 

They provide operational leverage. 

Through the Source I.T. ecosystem, manufacturers gain access to: 

• a partner network supporting repair ecosystems 
• advanced sourcing and identification tools 
• scalable logistics infrastructure 
• inventory optimization strategies 
• service augmentation capabilities 

These capabilities allow manufacturers to expand service capacity while controlling operational 
complexity and cost. 

 

Conclusion 

Strengthening the Future of OEM Service Operations 

As technology ecosystems become more complex and customer expectations continue to rise, 
OEM service divisions must evolve beyond traditional repair models. 

Manufacturers who strengthen their service infrastructure will gain a competitive advantage in: 

• customer satisfaction 
• brand loyalty 
• enterprise contract support 
• operational efficiency 
• long-term market share 

Source I.T. exists to support that evolution. 



By combining parts supply chain expertise, service infrastructure, and collaborative partner 
networks, Source I.T. helps OEM service organizations deliver the reliable support experiences 
that modern technology customers expect. 

 

About Source I.T. 

Source I.T. is a North American technology service and supply chain partner supporting OEM 
manufacturers, enterprise IT organizations, MSPs, and service providers. 

Through platforms such as SourceITStore, AcerParts, LenovoPartSource, and Entrust IT 
Services, the Source I.T. ecosystem delivers integrated solutions spanning parts distribution, 
service augmentation, and technology logistics. 

 


