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Hi-tech tools enable Cummins to safely support customers in Covid-19 pandemic
A suite of high-tech tools called RemoteConnect is enabling Cummins to support customers while maintaining social distancing and travel restrictions implemented during the Covid-19 crisis.

The tools, which allow experts to remotely see what technicians see in the field, were created by the Cummins Care team in 2017, prior to the Covid-19 crisis, to support customers in hard-to-reach locations. Now, with travel discouraged to prevent the spread of the virus, the use of RemoteConnect has increased dramatically, making the tools more important than ever.

“RemoteConnect was created to be an alternative solution when a Cummins subject matter expert cannot be on-site,” says Cummins Care Manager Joe Brooks, who has been leading the initiative since 2017. “This has quickly turned into the only solution to service our customers in certain situations due to Covid-19. RemoteConnect has been a real game-changer during these unprecedented times.”

The suite of tools comes in a kit that looks something like a suitcase and includes safety glasses equipped with a tiny camera that technicians can use to work collaboratively with company experts known as ‘CFSEs’ to diagnose and fix problems. CFSEs can literally see what the technician sees even if they far away.

RemoteConnect quickly demonstrated its ability to improve repair quality while reducing misdiagnosis, un-recoverable labour expenses and, most importantly, customer pain points. The kits have been placed in more than 140 Cummins locations, in the U.S. and Canada, but Cummins Care is working to deploy them elsewhere, too.

Before Covid-19, CFSEs spent a significant time on the road, working with Cummins technicians at a particular Cummins Sales and Service location to collaborate on difficult service work. In addition, they would also collaborate with technicians via RemoteConnect.

When Covid-19 was declared a pandemic, suddenly a simple flight, train or even a car ride to service a customer was no longer a routine option. Many CFSEs discovered RemoteConnect was the next best thing to being there.

While the safety glasses equipped with cameras to live stream two-way audio and visual communication has perhaps the biggest ‘wow’ factor, the kits also include:

· LogMeIn Rescue: A tool providing the CFSE the ability to remotely collaborate with on-site technicians by taking control of their desktops.

· Network Bridge: A tool allowing CFSEs working remotely to connect to an engine’s electronic control module (ECM), which is the command centre on an engine, controlling its operation.

RemoteConnect is just another way Cummins puts technology and innovation to work for its customers.
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Connect with Cummins on Social Media to receive the company’s latest news

Facebook: https://www.facebook.com/CumminsAfricaME/ 

LinkedIn: https://www.linkedin.com/company/cummins-africa/ 

Twitter: https://twitter.com/Cummins_Africa 
About Cummins
Cummins Inc., a global power leader, is a corporation of complementary business segments that design, manufacture, distribute, and service a broad portfolio of power solutions. The company’s products range from diesel, natural gas, electric and hybrid powertrains and powertrain-related components, including filtration, aftertreatment, turbochargers, fuel systems, controls systems, air-handling systems, automated transmissions, electric power generation systems, batteries, electrified power systems, hydrogen generation and fuel cell products. Headquartered in Columbus, Indiana (US), since its founding in 1919, Cummins employs approximately 61 600 people committed to powering a more prosperous world through three global corporate responsibility priorities critical to healthy communities: education, environment, and equality of opportunity. Cummins serves its customers online, through a network of company-owned and independent distributor locations, and through thousands of dealer locations worldwide, and earned about $2.3 billion on sales of $23.6 billion in 2019. See how Cummins is powering a world that’s always on by accessing news releases and more information at https://www.cummins.com/always-on.
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