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Study Overview 

The Healthcare Technology Maintenance (HTM) market in the United states is 
projected to exceed $20B in the next 5 years. According to participants in this study, 
maintenance services are primarily provided by original equipment manufacturers 
(OEMs), independent service organizations (ISOs), and internal teams.   

This study has two objectives. First, to gain a better understanding of the selection 
criteria provider organizations use during their vendor selection process. Second, to 
understand how provider organizations maintain their clinical assets.   

The data in this study comes 
directly from answers to 
survey questions provided 
by 13 c-level executives, 77 
directors, and 18 managers. 
Participants also represent  
various organization types 
including community 
hospitals, critical access 
hospitals, academic medical 
centers, and large hospitals/
health systems.  

The first section of the study provides insights about the selection criteria participants 
use as they selected vendors. These insights fall into five categories: solution, 
organization, liability, value/price, and sales teams. 

Each category reveals the important trends from the selection process. These insights 
can be a guide for vendors showing them what they can do to better compete.  

In the second section, the study discloses the preferences participants shared for 
maintaining their clinical equipment. These preferences include the use of internal 
teams, working with OEMs and extended warranties, engaging ISOs, or seeking 
service when needed. In addition, it explores these preferences based on 
organization type and a look at capital expenditure (CAPEX) versus operational 
expenditure (OPEX) purchasing models.   
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Selection Criteria 
 

Study participants indicate that solution 
features and value were the most 
common criteria they evaluated when 
selecting a vendor. These two categories 
make up almost three quarters of the 
selection criteria, while the remaining 
twenty seven percent is split between 
liability, organization, and sales. 

Solution 
Eight solution features were listed by 
participants as most important. 
Interestingly, the first three solution 
features outweigh all the other features 
combined. They are service delivery, solution flexibility, and application training.  

Service delivery is at the top of the list and refers to quality of service. Participants 
explain that quality of service means they are looking for responsiveness or 
“attentiveness” from field support teams. They want to be assured that the equipment 
is running smoothly or if there is a service need, they get a quick response. This 
theme of service quality is prevalent throughout the study.  

Next, solution flexibility refers to a vendor’s capability to maintain various types of 
equipment and accompanying software. Organizations typically have many different 
equipment manufacturers and, therefore, are looking for one vendor who can work 
with them all. For example, one GE client said GE has a ”very vast help desk and 
additional potential.” 

Ongoing application training indicates the need for continued education on clinical 
assets and a close partnership between the vendor and the provider organization. In 
fact, some participants highlight the desire for this partnership by praising their 
vendor saying they are “on-site and actually live in our community. They show a high 
level of organizational buy-in when consulted about current equipment and future 
purchases.” 
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The remaining solution features such as reporting, transition plans, parts, and remote 
connectivity can deliver the competitive advantage a vendor needs to win among a 
sea of competitors.  

Value 
Given the immense financial pressures that most provider organizations currently 
face, it is no surprise that overall cost is high on the list with a commanding seventy six 
percent of participants saying it is important to their selection. For example, one 
participant criticizes a vendor for being “overpriced and unwilling to negotiate.” 

However, buyers consider more 
than just cost. Fifteen percent 
report that in addition to 
carefully considering the overall 
cost, they also look at the value 
proposition provided by 
vendors and another nine 
percent mention financing 
options.   
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Liability 
Liability is the third most important criteria to provider organizations during their 
vendor evaluation. It is typically comprised of several diverse variables such as 
contract terms, reputation, and customer references. Buyers are looking to reduce the 
risk they face while working with vendors.  

Participants mention 
operational results and 
service level agreements 
for both equipment 
uptime and service 
response time as 
important liability issues. 
They look for vendors who 
have strong industry 
experience and can prove 
it by providing customer 
references.  

As mentioned previously, this ties in with the top solution feature of quality of service. 
Participants want assurances that they will receive high quality service on their clinical 
equipment.  

Organization 
Participants focus predominantly on the quality of the field support team that will 
deliver the services. Three characteristics are mentioned in connection with the 
quality of the field support team: professionalism, experience, and knowledge. 
However, consistency is the key. Some participants, who experienced moments of 
poor service, disclose that the vendors were either “new to their system with no 
experience” or “at times are slow to respond, especially during holidays.” 

One GE customer praises GE saying they have “excellent service staff” and that their 
relationship with GE is a “true partnership.” A Trimedx customer says that they have 
“excellent customer service” and a Sodexo client claims “they always work on 
improving communication as to the status of equipment issues.” 

In addition to the quality of the field support team, participants want to know about 
the density of field support team. This metric is an indicator of a vendor’s ability to 
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quickly respond to maintenance requests and repair needs. As such, it is important for 
vendors to educate potential customers on the strengths of their field support team. 

 

Sales 
The actions of a sales team can result in the loss of approximately 12% of sales 
opportunities. Unfortunately, very few study participants comment on their 
experience with the sales team during the sales cycle. Those who did, share the 
importance of responsiveness, understanding business needs, knowledge, and 
relationship. 
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Maintenance 

In the second part of this study, we ask participants about their approach to 
maintaining clinical equipment. They answer questions including what they do when 
a warranty expires or when they receive an end of life notification. In addition, this 
section explores the use of internal teams, ISOs, “service when needed” strategies 
and purchasing models.  

Warranty 
When a warranty expires, most participants report they will rely on internal teams, 
ISOs, purchase extended warranties from OEMs, or service the equipment when 
needed. In several cases, participants indicate they use all four scenarios to effectively 
maintain their clinical assets.  

An overall look at these four scenarios shows the use of internal teams is the most 
common strategy. It also shows that getting “service when needed” is the least 
common strategy. However, a look each different type of organization provides 
insights on how they approach their maintenance needs.  
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Academic Medical 
Center 
Respondents from academic 
medical centers (AMCs) indicate 
they primarily rely on internal 
teams followed by extended 
warranties to maintain their 
clinical assets. Only a small 
amount (13%) say they work with 
ISOs and none mention using a 
“service when needed” strategy. 

Large Hospital / Health 
System 
Large hospitals and health systems 
are similar to academic medical 
centers in their approach to 
maintaining their clinical assets. 
Participants report they rely mostly on 
internal teams for maintenance and 
never adopt a “service when needed” 
approach. The one difference is they 
are more inclined to work with ISOs.  

Community Hospital 
The majority of participants from 
community hospitals use ISOs 
more than purchasing extended 
warranties. That said, they still rely 
on internal teams most of the 
time.  

Also, five percent report 
purchasing maintenance or repair 
services when their equipment 
breaks. 
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Critical Access Hospital 
The final organization type, critical 
access hospitals, rely less on internal 
teams than do the previous 
organizations, but it is still their 
preferred maintenance method.  

Their use of ISOs and extended 
warranties are similar. In fact 
according to the data, they use them 
the same amount. The area that sets 
them apart is their greater 
willingness to use the “service when 
needed” strategy.  

Independent Service 
Organizations (ISOs) 
The use of ISOs is a common practice 
with many healthcare provider 
organizations. All organization types in 
this study use them. As mentioned 
earlier, some organizations use all 
three scenarios to maintain their 
clinical assets.   

 

Service When Needed 
Servicing clinical assets when they 
break or “when needed” is a model 
used mostly by critical access 
hospitals followed by community 
hospitals. 

One possible reason for this trend is 
the immense financial pressures 
these organizations face.  
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End of Life 
When provider organizations receive notice that specific clinical assets are at the end 
of life, it is rare that they replace the equipment immediately. Only two percent of 
respondents report that their organizations do so. The majority of participants say 
they will keep their asset until they can no longer support the equipment or get parts. 
Few indicate they follow specific asset management plans on how long they will keep 
the equipment before either selling it or moving it to another facility within their 
organization. 

CAPEX vs. OPEX 
Majority of organizations still purchase equipment using a capital expenditure 
(CAPEX) model. However, over a third of the participants in this study indicate they 
are turning to an operational expenditure (OPEX) model.  

Of those that are using an OPEX model, the majority are community hospitals. Only 
one academic medical center and one critical access hospital mention using an OPEX 
model.  
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Vendor Insights 
GE 
Most respondents give GE high praise for their maintenance services. They especially 
mention the quality of their field engineers. They indicate that GE’s support staff are 
very knowledgeable, conduct themselves professionally, and respond quickly.  

"Excellent service staff, fair pricing, true partnership, easy billing system, very vast help 
desk and additional potential.” 

One client, who was not pleased, explained that the issue was that GE was “new to 
their system with no experience.” 

Siemens 
Most Siemens customers in this study are satisfied with the service they receive. 
Quality of the field engineers are mentioned most, however, one customer mentions 
Siemens ability to connect remotely.  

One frustrated customer criticizes Siemens for being “overpriced and unwilling to 
negotiate.” While another customer indicates that Siemens had service 
inconsistencies saying “They do a good job. Most of the time service response is 
good, however, at times their response is slow, especially holidays etc.” 

Trimedx 
Respondents only had positive things to say about Trimedx. They praise Trimedx for 
their quality of service, flexibility within the solution, and for their reporting and 
analytics. They also mention that Trimedx has “excellent customer service.”  

Renovo 
One Renovo client indicates that Renovo has successfully integrated within their 
organizations saying “Our Renovo team is on-site and actually live in our community. 
They show a high level of organizational buy-in when consulted about current 
equipment and future purchases.” 

Sodexo 
One Sodexo client praises Sodexo saying “They always work on improving 
communication as to status of equipment issues.” 
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