How AI and IoT are transforming product support and manufacturing
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The integration of artificial intelligence (AI) and the Internet of Things (IoT) into business practices is rapidly transforming industries, particularly in product support and manufacturing sectors. Projections indicate that the number of IoT devices will reach 18.8 billion by the end of 2024 and a staggering 40 billion by 2030, signalling a significant shift in the way companies interact with their products and customers.
At the core of this transformation is the concept of proactive product support that IoT-enabled devices can provide. Traditionally, customer engagement with manufacturers occurred mainly during specific points in the buying journey—at purchase, setup, and troubleshooting. Typically, it is the customer who reaches out for support when problems arise, usually leading to negative or neutral experiences. However, IoT devices equipped with AI capabilities are now able to monitor product performance and offer real-time solutions. 
For instance, smart devices can alert users about issues such as error codes or maintenance needs and provide step-by-step troubleshooting guidance, effectively shifting the paradigm from reactive to proactive customer support. This new model not only strives to enhance customer satisfaction but also allows manufacturers to collect invaluable data on product performance, paving the way for continuous improvement. The combination of IoT insights and AI analytics facilitates manufacturers in identifying patterns indicative of potential problems, enabling timely interventions to prevent breakdowns and reduce downtime.
This proactive approach significantly enhances customer engagement, as proactive support opportunities foster ongoing interactions that help build brand loyalty. A recent study suggested that such engagement contributes positively to customers' perceptions of product quality, driving brand strength, and potentially increasing sales. Companies embracing this paradigm can not only advance their customer relationships but can also refine their products based on direct feedback from real-world performance data.
The impact of AI and IoT extends beyond consumer products to the manufacturing realm, where integrated production machining software is becoming paramount. This technology merges various aspects of operational data—from sales to production outputs—into a single system, providing comprehensive insights that were previously unattainable. Such integration helps manufacturers avoid common pitfalls of incomplete data collection, which can lead to production inefficiencies, quality issues, and ultimately financial loss.
A notable challenge within manufacturing is the skills gap in the workforce, exacerbated by an aging workforce and high turnover rates. As automation technologies evolve, the need for continuous training becomes crucial, ensuring that staff can maximize the potential of advanced systems such as robotics and IoT sensors. Manufacturers are increasingly encouraged to adopt new training programs that not only address these skills gaps but also attract the next generation of talent to the industry.
Moreover, proactive maintenance is emerging as a vital strategy in mitigating the risks associated with equipment downtime. By employing predictive maintenance technologies that leverage sensor data, manufacturers can monitor equipment conditions and identify potential failures long before they disrupt production. Implementing guided operator checklists for maintenance tasks, alongside real-time alerts for necessary repairs, substantially decreases the likelihood of unexpected breakdowns, thereby protecting a manufacturer’s profit margins. It’s reported that machine downtime can account for significant losses in production, estimated at an average of $260,000 per hour.
The collective evidence suggests that businesses equipped with IoT technologies and AI capabilities are not just likely to improve operational efficiency and customer satisfaction, but they are also more prepared to face the challenges of an increasingly automated future. As the landscape continues to evolve, those who invest early in these technologies may find themselves at a distinct advantage, positioning themselves for sustained success in a dynamic and competitive market.
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