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Introduction

Welcome to the Remote 
Visual Guidance Buyer’s 
Guide, your comprehensive 
resource for understanding 
the evolution of augmented 
reality (AR) to remote visual 
assistance software and 
ultimately to the emerging 
realm of Remote Visual 
Guidance (RVG) applications. 

The convergence of augmented reality, merged reality, spatial computing, 
and IoT led to the emergence of Remote Visual Guidance. These platforms 
combine the immersive capabilities of AR/MR with powerful tools for content 
creation, collaboration, analytics, and integration with enterprise systems.

Technological advancements have reshaped how 
businesses create, manage, and distribute visual 
content, with AR finding practical use in remote 
visual assistance software and now integrating 
into Remote Visual Guidance applications.

The journey began with augmented reality, initially 
popular in consumer applications such as gaming 
and entertainment. However, it quickly extended 
to merged reality (MR) guidance and Remote 
Merged Reality software, enabling real-time visual 
communication and support between remote 
users for troubleshooting and instructions.
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The integration of AR and MR into Remote 
Visual Assistance software marked a 
significant leap in remote collaboration and 
support, bridging the gap between experts 
and on-site personnel. Real-time visual 
sharing improved operational efficiency, 
reduced downtime, and contributed to cost 
savings. This evolution led to the emergence 
of Remote Visual Guidance, also known 
as Merged Reality Guidance or Remote 
Merged Reality, combining AR, MR, spatial 
computing, and IoT for immersive experiences, 
content creation, collaboration, analytics, 
and integration with enterprise systems.

The market for enterprise AR applications 
is projected to reach $94.41 billion by 2028, 
showcasing the growing recognition of the 
value brought by Remote Visual Guidance, 
such as improved productivity, enhanced 
customer experiences, and streamlined 
operations. In this guide, we will explore the 
transformative journey and delve into the 
key features, benefits, and considerations 
of Remote Visual Guidance, providing 
valuable insights to help you choose the 
right solution for your organization. Let’s 
embark on this enlightening journey to 
uncover the potential of Merged Reality 
Guidance/Remote Visual Guidance in 
revolutionizing visual content utilization.

The market for enterprise AR applications 
is projected to reach $94.41 billion by 2028

$94,410,000,000
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2024 Updated 
Enterprise RVG 
Buyer's Guide

We have created a buyer’s guide on Remote Visual Guidance (RVG) software 
to offer an updated and comprehensive resource for businesses seeking 
solutions beyond basic augmented reality. The evolution of technology and 
the emergence of Remote Visual Guidance have introduced new capabilities 
and expanded functionalities, making a separate guide necessary.
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This updated guide allows organizations 
to make informed decisions based on the 
latest advancements and capabilities 
offered by Remote Visual Guidance software, 
enabling them to unlock the full potential of 
visual content creation, management, and 
distribution for their business success.

Remote Visual Guidance applications 
represent an enhancement to our previous 
buyer’s guide by addressing the evolving 
needs of businesses and encompassing a 
broader range of features. While Remote 
Visual Assistance software, the subject of 
last year’s buyer’s guide, focuses on real-
time visual communication, Remote Visual 
Guidance provides a holistic solution that 
integrates content creation, collaboration, 
analytics, and enterprise system integration. 

With a dedicated guide on Remote 
Visual Guidance, we can delve deeper 
into their enhanced capabilities. We 
explore functionalities like IoT/Spatial 
Computing, Quick Knowledge, AI tools, 
content curation, integration with enterprise 
systems, and advanced analytics. This 
guide ensures comprehensive coverage 
of the specific aspects and considerations 
related to Remote Visual Guidance and 
Merged Reality Guidance solutions.

Writing a separate guide emphasizes 
the significant advancements in the field 
and acknowledges the growing demand 
for comprehensive remote reality and 
visual content solutions in the enterprise 
space. It provides a focused resource that 
addresses the requirements and benefits 
of adopting Remote Visual Guidance 
software, enabling businesses to make 
informed decisions and unlock the full 
potential of visual content for their success. 
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Trends Impacting 
Remote Visual 
Guidance (RVG)  
Adoption 

Remote Visual Guidance 
software is experiencing 
increasing adoption, driven 
by several critical trends 
that shape the business 
landscape. These trends reflect 
organizations’ evolving needs 
and expectations, technological 
advancements, and market 
dynamics. Understanding these 
critical trends is essential for 
businesses leveraging Remote 
Visual Guidance effectively. 

Let’s explore the key trends impacting their adoption:

1. Remote Work and Collaboration
The global shift towards remote work and distributed 
teams has accelerated the demand for robust visual 
collaboration tools. Remote Merged Reality allows 
organizations to collaborate effectively, share visual 
content, and engage in real-time communication, 
regardless of physical location. Facilitating 
seamless collaboration across remote teams has 
become increasingly essential for businesses to 
maintain productivity and foster innovation.

2. Customer Experience Transformation
Delivering exceptional customer experiences has 
become a top priority for businesses across industries. 
Merged Reality Guidance empowers organizations 
to create immersive, interactive, and personalized 
visual experiences for their customers. These platforms 
enable businesses to leverage augmented reality, 
mixed reality, and other technologies to offer engaging 
visual content that captivates customers, enhances 
brand loyalty, and drives conversion rates.

3.  Autonomous Guidance
Autonomous-guides, or self-guided, self-help procedures, 
empower customers and technicians to solve problems 
without having to call for s upport. These step-by-step 
instructions can be used outside of a help session and 
each completed step is recorded for validation. 

4. Data-driven Decision Making
Enterprises use data-driven insights to make informed 
decisions and optimize their strategies. Remote Merged 
Reality provides robust analytics and reporting capabilities, 
enabling businesses to measure the performance and 
impact of their visual content. By leveraging data and 
analytics, organizations can refine their content strategies, 
understand customer preferences, and optimize their 
visual content efforts for maximum effectiveness.
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By embracing these critical trends, businesses can leverage the capabilities of 
Remote Visual Guidance to enhance remote collaboration, transform customer 
experiences, drive data-driven insights, integrate with existing systems, 
leverage AI and automation, and ensure mobile accessibility. Staying attuned 
to these trends positions organizations to unlock the full potential of visual 
content and gain a competitive edge in the dynamic business landscape.

5. Integration with Existing Systems
Seamless integration with existing enterprise systems is crucial 
for successfully adopting Remote Visual Guidance software. The 
integration allows for efficient workflows, data synchronization, 
and a unified user experience across multiple platforms. 
Integration with customer relationship management (CRM), 
content management systems (CMS), and other key systems 
streamlines operations, effectively utilizes existing data and 
content repositories and enhances overall productivity.

6.	Artificial	Intelligence	(AI)	and	Automation
AI and automation technologies significantly enhance Remote 
Merged Reality. AI-powered features such as automated content 
tagging, image recognition, and natural language processing 
improve content management, searchability, and personalization. 
Automation streamlines workflows, reduces manual effort, and 
enhances content creation, distribution, and analytics 
efficiency, leading to higher productivity and cost savings.

7. Mobile Accessibility
With the increasing reliance 
on mobile devices, the 
accessibility of visual content 
on mobile platforms is critical. 
Remote Reality solutions 
that offer mobile-friendly 
interfaces and on-the-go 
capabilities enable businesses 
to reach their audience 
anytime, anywhere. Mobile 
accessibility is particularly 
relevant for retail, field 
services, and hospitality 
industries, where employees 
require access to visual 
content and collaboration 
tools on their mobile devices.

Trends 
Impacting 
RVG Adoption,  
Summary

Remote Work  
and Collaboration

1



Customer 
Experience 

Transformation

2



Data-driven 
Decision-making  

3



Mobile 
Accessibility

6



AI and  
Automation

5



Integration with 
Existing Systems

4
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In this section, we explore the key use cases of 
Remote Visual Guidance and their significant 
impact on improving efficiency, reducing downtime, 
enhancing collaboration, and ensuring the optimal 
performance of complex equipment. But first, let us 
define what we mean by complex equipment. 

Complex equipment refers to machinery, devices, 
or systems that possess intricate components, 
advanced functionalities, and sophisticated operating 
mechanisms. These types of equipment typically require 
specialized knowledge, technical expertise, and intricate 
processes for installation, operation, maintenance, and 
repair. They often involve intricate systems, intricate 
interconnections, and a higher degree of technical 
complexity compared to standard equipment. Examples 
of complex equipment can range from large industrial 
machinery and medical imaging systems to complex 
communication networks and high-tech manufacturing 
equipment. The complexity of 
these systems necessitates 
specialized approaches, 
training, and advanced 
tools to ensure their optimal 
functioning and longevity.

Use Cases for Remote  
Visual Guidance 
(RVG)

Remote Visual Guidance has 
emerged as a transformative 
solution for supporting 
complex equipment across 
various industries. By 
leveraging advanced visual 
technologies, these platforms 
provide businesses with a 
wide range of use cases that 
optimize the installation, 
operation, maintenance, 
and repair processes. 

Over 100 identified 
use cases

100+
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Key Enterprise Remote Visual Guidance Industries

Enterprise Remote Visual Guidance Use Case Areas

Healthcare 
Process

Surgery • Imaging
Testing/Lab  
Instruments

Sensors • Devices

Industrial 
Equipment

Factory • Automation
Equipment  
Machinery

Construction

Commercial 
Equipment
HVAC • Food

Retail • Dealer
3rd Party Service

Information 
Technology
Commercial IT 

Home	Office	• Factory IT
Consumer IT 
Corporate IT

Utilities 
Telecom

Infrastructure
 Transmission

Residential  
Energy Generation

Process 
& Discrete 

Manufacturing
Electronics • Safety

Pharma • Petro-Chem 
Food • Automotive

SERVICE INSPECTION PRODUCT

  



• Manufacturing
• Engineering
• Design
• Marketing
• Sales

• Safety
• Quality
• Installation

• Field Service
• Contact Center
• Remote Center 

of Excellence
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1. Field Service Technician Support: 
Remote Merged Reality enables real-
time remote support for field service 
technicians, allowing experts to guide 
technicians through complex equipment 
repairs and maintenance tasks.

2. Field Service Collaboration: 
These platforms facilitate collaboration 
among field service teams, allowing them to 
share visual information, collaborate in real-
time, and troubleshoot issues collectively.

3. Dynamic Customer Support: 
Merged Reality Guidance enhances customer 
support by providing interactive visual 
assistance, allowing support agents to 
guide customers through troubleshooting 
processes and complex product setups.

4. Training for Teams and Employees: 
These platforms offer immersive training 
experiences, enabling organizations to 
train teams and employees on complex 
processes, safety protocols, and equipment 
operation in virtual environments.

5. Equipment Inspections & Review: 
Remote Visual Guidance enables remote 
equipment inspections and reviews, 
reducing the need for physical presence 
and streamlining inspection processes.
6. Production Line Optimization: 
By leveraging visual data and real-time 
insights, these platforms assist in optimizing 
production line efficiency, identifying 
bottlenecks, and streamlining operations.

7. Industrial Equipment Service: 
Remote Visual Guidance supports remote 
service and maintenance of industrial 
equipment, reducing downtime and 
increasing operational efficiency.

With over 100 identified use cases and counting, Remote Visual 
Guidance solutions offer a diverse range of applications across various 
industries. These use cases demonstrate the versatility and value of 
leveraging visual technologies in numerous business scenarios.

Here are some key use cases highlighting the capabilities of Remote Visual Guidance:

8. Surgical (Complex) Assistance: 
These platforms enable surgeons to receive 
real-time guidance and support during 
complex surgical procedures, enhancing 
precision and patient outcomes.

9. Safety Audits: 
Remote Reality facilitates virtual safety audits, 
enabling auditors to remotely assess compliance 
with safety regulations and protocols.

10. Guided Remote Customer Care: 
These platforms allow autonomous guided 
help sessions, during which users can connect 
to a merged-reality-powered expert. These 
step-by-step procedures can be used for 
implementation, troubleshooting, self-guided 
repair, inspection, and quality validation.

These are just a few examples of 
the extensive range of use cases 
for Remote Visual Guidance. From 
pre-sale site visits and real-time 
troubleshooting to marketing 
inspection and remote industrial 
consulting, these platforms offer 
practical solutions for numerous 
business challenges. By leveraging 
visual technologies, organizations 
can enhance efficiency, improve 
customer support, optimize processes, 
and achieve transformative 
outcomes across various industries 
and operational scenarios.
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Enterprise Remote Visual Guidance  
Use Case Examples 

Use Case

Environment Business Driver Target Personas

Emergency/
On-Demand 

Service

Planned/
Scheduled 
Activities

Drives Service 
Excellence

Facilitates 
Revenue 
Growth

Reduces  
Costs

Expert to 
Technician

Expert to 
Customer

Remote  
Support      

Troubleshooting  
& Triage    

Customer  
Self-Service     

2nd Tier  
Support    

Cross-Border  
Support   

Workforce  
Productivity    
Scheduled  

Service     
Oboarding &  

Training   

This table provides a comparison of the different use cases 
on several factors. We considered if the use case occurs as 
scheduled or on-demand. We also identified the business 
objectives RVG helps support (i.e., cost reduction, revenue 
growth, service excellence) and the target personas.
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Benefits of Remote  
Visual Guidance 
(RVG)

Remote Visual Guidance has 
revolutionized the way businesses 
handle the installation, operation, 
repair, and maintenance of complex 
equipment. These platforms offer 
numerous benefits that impact 
key performance indicators (KPIs) 
related to these critical processes. 
By leveraging augmented reality 
(AR), merged reality (MR), and other 
visual technologies, organizations 
experience improved efficiency, reduced 
downtime, enhanced decision-making, 
and transformative outcomes. 
In this section, we explore the wide-ranging 
benefits of Remote Visual Guidance, their impact 
on KPIs, and their potential to drive success 
in the complex equipment landscape.
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1. Enhanced Remote Support 
and Collaboration
Remote Merged Reality enables real-time 
remote support and collaboration, facilitating 
expert guidance during complex equipment 
tasks. By reducing the need for physical 
presence, businesses achieve cost savings 
and faster problem resolution. Research 
suggests that remote support solutions 
can reduce field service costs by up to 40% 
while increasing first-time fix rates by 15%.

2.	Improved	Efficiency	 
and Reduced Downtime
Remote Reality leverages AR and MR to 
provide technicians with visual overlays and 
real-time guidance, leading to improved 
efficiency and reduced time requirements 
for complex equipment tasks. Studies 
show that organizations utilizing AR for 
maintenance and repair experience a 32% 
reduction in unplanned downtime and 
a 21% increase in first-time fix rates.

3. Enhanced Training 
and Onboarding
Merged Reality Guidance facilitates immersive 
training experiences for technicians, 
accelerating knowledge transfer and 
reducing training time and costs. Virtual 
reality (VR)-based training can result in 
up to a 75% reduction in training time, 
enhancing onboarding processes and 
ensuring technicians are well-equipped 
to handle complex equipment.

4. Data-driven Insights and 
Predictive Maintenance
Remote Visual Guidance software captures 
valuable data during equipment processes, 
enabling organizations to gain insights into 
equipment performance and implement 
predictive maintenance strategies. Predictive 
maintenance can reduce costs by 10% to 40%, 
increase uptime by 20%, and extend equipment 
lifespan by up to 20%, according to McKinsey.

5. Improved Safety  
and Compliance
Merged Reality Guidance enhances worker 
safety and ensures compliance with safety 
protocols and regulatory requirements. 
Visual overlays and step-by-step instructions 
minimize errors, reduce risks, and contribute 
to compliance with safety standards. 
Effective safety and health management 
systems yield a return on investment of 
$4 to $6 for every $1 invested, as indicated 
by research from the Occupational Safety 
and Health Administration (OSHA).

6. Enhanced Documentation 
and Knowledge Management
Remote Merged Reality enables technicians to 
capture visual content and create a repository 
of knowledge for future reference and training 
purposes. Improved information sharing, 
preservation of institutional knowledge, and 
smoother transitions between team members 
enhance overall productivity. Inefficient 
knowledge sharing can result in up to a 20% 
loss of productivity, according to IDC.
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Benefits	of	Remote	Visual	Guidance	Summary

Incorporating the benefits of Remote Visual Guidance into the installation, operation, repair, 
and maintenance of complex equipment significantly impacts KPIs. These platforms enhance 
remote support and collaboration, drive efficiency, facilitate immersive training, provide data-
driven insights for predictive maintenance, improve safety and compliance, and enhance 
documentation and knowledge management. Leveraging visual technologies offers faster 
problem-solving, increased efficiency, reduced operating costs, higher revenue, and improved 
customer satisfaction. By embracing Remote Merged Reality, businesses can unleash their full 
potential, drive success, and gain a competitive edge in the complex equipment landscape.

55++9595+H+H
11.7X faster than 

alternatives

5% higher  
margins 

11.7X 
FASTER

5%

2020++8080+H+H

3030++7070+H+H
20% improvement 

across episodes 
of customer care

30% better 
customer 

satisfaction

20%

30%

4040++6060+H+H

over 100 different  
enterprise  
use cases

over 40% reduction 
in cost and effort

40%+

100+ 
USE CASES 



Benefits	of	
RVG Advanced 
Merged Reality

Phone
Assisted

Augmented Reality
(AR) Guided

Merged Reality
(MR) Guided

MR Guided with
Merged Curated
Quick Knowledge

Merged Reality is a virtual, side-
by-side video collaboration with 
blended “live” hand gestures, 
overlayed visual instruction, curated 
quick knowledge, alpha-channel-
enabled visual aids, pre-selected 
troubleshooting, and merged 
demonstration using real tools and 
equipment. Merge content and 
real interactions with AR spatial 
understanding and annotations.

CustomerExpert

Merged 
Reality 
View

Image provided by Help Lightning

"Live" Merged 
Human Gestures

Merged  
"Real" Tools

Merged Curated 
Quick Knowledge
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Remote Visual 
Guidance (RVG) 
Functionality 
Overview

RVG solutions consist of four essential building blocks that collectively 
empower organizations to unlock the full potential of visual content 
and achieve transformative outcomes. Each building block plays 
a critical role in enhancing collaboration, driving innovation, and 
maximizing the value derived from visual experiences. In this section, 
we will delve into the details of each building block, highlighting 
their significance and the benefits they bring to businesses.

High Speed 
Problem 

Resolution

Frictionless 
Enterprise 
Experience

High Value 
Acceleration & 

AI Analytics

Maximum 
Enterprise 

Success

   

1 2 3 4
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1. High Speed Problem Resolution 
through Autonomous Guidance, 
Merged Reality, Spatial/IoT, and AI
The first building block revolves around high-
speed resolution, facilitated by merged reality, 
spatial computing, and the integration of IoT 
technologies. Additionally, image recognition 
powered by AI enables quick knowledge 
retrieval and expert assistance. Together, 
these components create an immersive 
visual experience that seamlessly blends 
virtual elements with the real world. By 
combining advanced technologies, an RVG 
enables organizations to engage in remote 
collaboration, interactive training, real-time 
data analysis, and allows for numerous 
innovative applications across industries.

2. Frictionless Enterprise Experience
The second building block focuses on delivering 
a frictionless enterprise experience, ensuring 
that users can seamlessly navigate and interact 
with the visual platform. The user interface 
is designed to be intuitive and user-friendly, 
promoting easy adoption and minimizing any 
barriers to entry. By integrating smoothly with 
existing enterprise systems and processes, 
Remote Visual Guidance enhances productivity, 
collaboration, and user satisfaction. This 
building block aims to provide a seamless 
and efficient experience that enables users to 
leverage the platform’s capabilities effortlessly.

3. High Value Acceleration 
and AI Analytics
The third building block encompasses high-
value acceleration and analytics capabilities 
within RVG. By leveraging advanced data 
and value analytics, machine learning, and 
AI algorithms, organizations gain actionable 
insights from visual content. These insights 
enable data-driven decision-making, optimize 
visual strategies, and drive continuous 
improvement. Through comprehensive 
analytics, businesses can enhance user 
engagement, operational efficiency, and 
overall performance, leading to increased 
productivity and sustainable growth.

4. Implementation Framework for 
Maximum Enterprise Success
The fourth building block is an implementation 
framework designed to ensure maximum 
enterprise success. It begins by quantifying 
target goals and integrating them into 
strategic plans to emphasize the importance 
and accountability of the transformation. 
This Framework ensures that RVG becomes 
an explicit part of future strategic plans, 
reinforcing its significance and establishing 
a clear roadmap for success. 
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High Speed 
Problem 

Resolution

Frictionless 
Enterprise 
Experience

High Value 
Acceleration & 

AI Analytics

Maximum 
Enterprise 
Success

Self-help Procedural 
Guidance

Inspection, 
Validation Root 
Cause Analysis 

Capture

Spatial/IoT 
Guidance

Improvement 
Contribution

Frictionless 
Experience & 

Branding

Value 
Inception 

AR Remote Expert 
Annotation

AI Value 
Analytics

Frictionless, 
Secure Global 
Management

Value 
Elaboration

In-call Chat 
+ Episode 

Messaging

Content Authoring 
& Editing

Merged Reality 
Expert Guidance

Frictionless  
Enterprise 
EcoSystem 
Integration

Value 
Expansion

Frictionless 
AccessMerged Reality 

Quick Knowledge

Merged Reality 
AI Expert Assist
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The building blocks of Remote 
Visual Guidance lay the foundation 
for a transformative visual 
experience within organizations. 
By incorporating high-speed 
resolution, a frictionless enterprise 
experience, high-value acceleration 
and analytics, and a well-
executed implementation, these 
platforms empower businesses 
to leverage the power of visual 
content to drive innovation, 
collaboration, and business 
success. In the following sections 
of this whitepaper, we will delve 
deeper into each building block, 
providing an in-depth exploration 
of their capabilities, benefits, 
and real-world applications. 
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Remote Visual 
Guidance (RVG) 
Features & 
Functionality 

High Speed 
Problem Resolution
In today’s fast-paced business 
environment, organizations 
face the challenge of resolving 
complex problems quickly and 
efficiently. High-Speed Problem 
Resolution is a critical aspect of 
RVG, enabling organizations to 
overcome challenges rapidly 
and reduce downtime. In this 
section, we will explore the 
key features/functions that 
make High-Speed Problem 
Resolution possible, along with 
the significant time-saving 
advantages they offer.

Augmented	Reality	(AR)	
Remote Expert Annotation
This feature allows remote experts to provide real-
time guidance and support through augmented 
reality annotations. By overlaying digital instructions 
and visual cues onto the real-world environment, 
technicians receive immediate and accurate guidance, 
resulting in faster problem resolution. Compared 
to traditional telephone support, AR is shown to 
be two times faster than telephone support.

Autonomous Guidance  
and Visual Procedures
Autonomous Guidance building block comprises digital, 
AI-, and AR-driven instructions empowering users to 
independently execute various tasks—from diagnostics 
to complex procedures like expert merged reality call 
preparation. These versatile visual guides enhance 
self-service support and problem-solving capabilities 
across a wide spectrum of activities. Autonomous 
Guidance offers automatic triggering based on specific 
conditions or expert initiation, providing users with clear 
on-screen instructions, often enriched with augmented 
reality elements, ensuring efficient navigation through 
intricate processes. Furthermore, AI technology 
tailors the guides to each situation, enhancing their 
effectiveness in smart and efficient issue resolution. This 
building block not only elevates self-service capabilities 
but also streamlines customer support operations, 
positioning it as a critical element in the success of ERVG.

Spatial/IoT Guidance
This feature leverages spatial computing and IoT 
integration to provide contextual guidance during 
problem resolution. By overlaying relevant data and 
information onto the physical space, technicians 
can visualize equipment status, sensor readings, 
or operational parameters. This real-time spatial 
guidance improves decision-making, expedites 
problem resolution, and enhances overall efficiency.  



The combination of features described above enable organizations to overcome challenges rapidly and 
reduce downtime. With time-saving advantages ranging from two times faster than telephone-guided 

support for Augmented Reality to 24 times faster than telephone support when using Merged Reality Quick 
Knowledge, these platforms revolutionize problem-solving processes, accelerate resolutions, and enhance 

overall operational efficiency. By embracing these features, organizations can gain a competitive edge, 
drive innovation, and achieve transformative outcomes in today’s dynamic business landscape.

Merged	Reality	(MR)	Expert	Guidance
Merged Reality Expert Guidance is a transformative feature 
that enables experts to work alongside on-site personnel 
in a mixed reality environment. This feature accelerates 
problem resolution, as experts can visually assess the 
situation, diagnose issues, and guide users through complex 
troubleshooting procedures. Compared to traditional 
telephone support, Merged Reality is seven times faster and 
3.4 times faster than Augmented Reality alone, enabling 
organizations to resolve problems more efficiently.

Merged	Reality	(MR)	Quick	Knowledge
This functionality provides users with instant access to 
a curated repository of relevant information, including 
images, videos, documents, and other resources. 
Quick Knowledge enables users to retrieve necessary 
information without interrupting the problem-solving 
process. The combination of Merged Reality with Quick 
Knowledge offers a time-saving advantage of 24 times 
faster than traditional telephone-guided support and 11.7 
times faster than relying solely on Augmented Reality.

Accelerated AI Expert Assist
This advanced functionality combines 
the power of merged reality with artificial 
intelligence (AI) to provide intelligent 
assistance during problem-solving 
processes. By leveraging AI algorithms, the 
platform can analyze images, recognize 
patterns, and offer real-time, guided 
assistance to technicians and users. 
Furthermore, the AI Accelerated Expert 
can proactively retrieve curated images 
and seamlessly integrate them into the 
merged reality session, providing visual 
references that aid in troubleshooting 
and guidance. Additionally, the system 
can monitor human language, tonality, 
and facial expressions of the person 
needing help to assess their satisfaction 
with the level of support. If the AI detects 
signs of dissatisfaction, a second-
level support professional can enter 
the session to provide guidance to the 
remote expert or take control of the 
session, ensuring a successful resolution. High Speed Problem Resolution  

Features and Functionality Summary

High Speed Problem Resolution  
Features and Functionality

Business Driver

Drives 
Service 

Excellence

Facilitates 
Revenue 
Growth

Customer 
Loyalty 
(NPS)

Reduces 
Costs

Enterprise 
Quality

AR Expert 
Annotation

Allows remote experts to provide real-time guidance 
and support through AR annotations.   

Self-help  
Procedural 
Guidance

Enables users to access detailed step-by-step 
instructions, interactive tutorials, and multimedia content 
to troubleshoot and resolve issues independently.     

Spatial/IoT  
Guidance

By overlaying relevant data and information onto the 
physical space, technicians can visualize equipment 
status, sensor readings, or operational parameters.   

MR Expert 
Guidance

Accelerates problem resolution, as experts can visually 
assess the situation, diagnose issues, and guide users 
through complex troubleshooting procedures.     

MR Quick 
Knowledge

Provides users with instant access to a curated 
repository of relevant information, including images, 
videos, documents, and other resources.     

Accelerated AI  
Expert Assist

Provides the power of MR with AI to provide intelligent 
assistance during problem-solving processes.     
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Frictionless Enterprise Experience
A frictionless enterprise experience within Remote Visual Guidance (RVG) 
refers to the ability to eliminate barriers, streamline workflows, and provide a 
seamless and intuitive user experience. A frictionless enterprise experience 
is vital as it enhances productivity, collaboration, and overall efficiency, 
while reducing complexity and eliminating unnecessary hurdles. 

In this section, we will explore the key features and functionalities within an 
RVG solution that enable a frictionless enterprise experience.

Frictionless Access
One crucial aspect of a frictionless enterprise 
experience is providing effortless access 
to RVG software from various devices and 
applications. This includes compatibility with 
multiple platforms such as iOS, Mac, Web, 
Smart Glasses, and Android. Frictionless access 
ensures that users can easily engage with the 
platform without barriers, facilitating efficient 
collaboration and information sharing.

Frictionless Enterprise 
Ecosystem Integration
RVG with frictionless enterprise ecosystem 
integration is capable of seamlessly connecting 
with existing enterprise systems and tools. This 
integration eliminates the need for manual data 
transfer, enhances data accuracy, and optimizes 
workflow efficiency. A frictionless enterprise 
ecosystem integration allows for smooth data 
synchronization, streamlined processes, and 
a unified user experience across platforms.

Frictionless Secure  
Global Management
This capability enables organizations to 
maintain control, security, and compliance 
while supporting seamless collaboration and 
knowledge sharing. It includes robust features 
for secure global management, ensuring 
data privacy, compliance with regulations, 
and efficient administration. With centralized 
control and granular access permissions, 
administrators can effortlessly manage 
user accounts, content, and permissions, 
regardless of geographical locations.

Frictionless Experience 
and Branding
A frictionless experience and branding 
enhance user adoption, engagement, and 
satisfaction, ultimately driving productivity 
and collaboration within the organization. It 
encompasses a user-friendly interface, intuitive 
design, and customized branding options 
within the RVG providing a familiar and intuitive 
user experience, reducing the learning curve 
for users. Additionally, the ability to customize 
the platform’s branding and user interface 
aligns it with the organization’s visual identity, 
fostering a sense of familiarity and trust. 
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Frictionless Enterprise Experience  
Features and Functionality Summary

Frictionless Enterprise Experience  
Features and Functionality

Business Driver

Drives 
Service 

Excellence

Facilitates 
Revenue 
Growth

Customer 
Loyalty 
(NPS)

Reduces 
Costs

Enterprise 
Quality

Frictionless  
Access

Ensures that users can easily engage 
with the platform without barriers, 
facilitating efficient collaboration and 
information sharing. This includes 
compatibility with multiple platforms such 
as iOS, Mac, Web, Smart Glasses, and 
Android.

   

Frictionless Enterprise 
Ecosystem Integration

Seamlessly connect with existing 
enterprise systems and tools allowing 
for smooth data synchronization, 
streamlined processes, and a unified 
user experience across platforms.

 

Frictionless Secure 
Global Management

Enables organizations to maintain 
control, security, and compliance while 
supporting seamless collaboration and 
knowledge sharing. 



Frictionless Experience 
and Branding

A frictionless experience and branding 
enhance user adoption, engagement, 
and satisfaction, ultimately driving 
productivity and collaboration within the 
organization.

  

A frictionless enterprise experience is essential for organizations aiming 
to optimize their operations and empower their workforce.  It minimizes 
complexity, reduces the learning curve, and ensures that employees can 
focus on their core tasks rather than grappling with technology or inefficient 
workflows. By embracing an RVG that offers a frictionless enterprise experience, 
organizations can unlock the full potential of their workforce, drive innovation, 
and gain a competitive edge in the modern business landscape.
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High-Value Acceleration & Analytics
This capability found within Remote Visual Guidance (RVG) empowers 
organizations to achieve accelerated value creation, optimize operations, and 
make data-driven decisions. It refers to the comprehensive set of capabilities 
within RVG that facilitate the rapid acceleration of value creation and provide 
robust analytics tools for extracting actionable insights from visual data. These 
features enable organizations to streamline processes, enhance problem-
solving, and leverage advanced analytics for informed decision-making. 

In-call Chat + Episode Messaging
This feature facilitates real-time communication 
and information exchange between experts, 
customers, and field personnel before, during, 
and after a remote merged reality help 
session. It enables bi-directional chat and 
retains essential details for future reference.

Inspection, Validation Root 
Cause Analysis Capture
The feature allows for the capture and 
documentation of inspection findings, 
root cause analysis, and validation 
processes. This capability ensures accurate 
documentation, effective troubleshooting, 
and supports iterative improvement efforts.

Content Authoring and Editing
RVG provides tools for authoring and editing 
visual content, ensuring accuracy, relevance, 
and compliance. Organizations can review 
and enhance their visual resources to maintain 
up-to-date and high-quality content.

Improvement Contribution
This collaborative feature encourages users to 
contribute insights, feedback, and suggestions 
for process improvement. It fosters a culture 
of continuous improvement and facilitates the 
sharing of best practices within the organization.

AI Value Analytics
This feature leverages AI algorithms to 
perform advanced analytics on visual data. 
AI value analytics enable organizations to 
extract meaningful insights, identify trends, 
and make data-driven decisions. It enhances 
problem-solving, performance monitoring, 
and predictive maintenance efforts.

RVG with High-Value Acceleration & Analytics functionality encompasses the following capabilities:



RVG Features and Functionality
2024 Buyer’s Guide to Remote Visual Guidance Software 25

High-Value Acceleration & Analytics  
Features and Functionality Summary

High-Value Acceleration & Analytics  
Features and Functionality

Business Driver

Drives 
Service 

Excellence

Facilitates 
Revenue 
Growth

Customer 
Loyalty 
(NPS)

Reduces 
Costs

Enterprise 
Quality

In-call Chat + Episode 
Messaging

This feature facilitates real-time 
directional communication and 
information exchange between experts, 
customers, and field personnel before, 
during, and after an RVG help session.

  

Inspection, Validation 
Root Cause Analysis 

Capture

Allows for the capture and 
documentation of inspection findings, 
root cause analysis, and validation 
processes.

  

Content Authoring  
and Editing

RVG provides tools for authoring and 
editing visual content, ensuring accuracy, 
relevance, and compliance.   

Improvement 
Contribution

This collaborative feature encourages 
users to contribute insights, feedback, 
and suggestions for continuous process 
improvement.    

AI Value  
Analytics

Enables organizations to extract 
meaningful insights, identify trends, and 
make data-driven decisions.     

High-Value Acceleration & Analytics is a critical component of RVGs, driving 
efficiency, productivity, and innovation. It combines accelerated problem 
resolution and iterative analytics to enable swift problem-solving, streamlined 
workflows, data-driven decision-making, and enhanced operational efficiency, 
resulting in improved resource allocation and reduced costs for organizations.
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Value Inception
This capability focuses on developing a strategic 
plan for RVG transformation prior to acquisition 
and deployment of this technology. It involves 
a series of tasks aimed at aligning the future 
RVG implementation with the organization’s 
enterprise goals and objectives. In other words, 
the strategy planning process is part of the 
RVG vendor’s sales engineering process.  By 
quantifying target goals and incorporating 
them into strategic plans, organizations 
solidify the importance of transformation 
and create a clear roadmap for success.

Value Elaboration
The aspect of the program is dedicated to 
expanding the scope of RVG implementation 
beyond a single use case. It involves 
Transformation Success Engineering 
Execution, which includes a series of tasks 
aimed at creating a multi-year, value driven 
implementation program. This program 
ensures that the RVG solution is not limited 
to one specific area but extends to multiple 
use cases, maximizing its impact and 
value creation across the organization.

Value Expansion
The final stage of the program focuses on long-
term planning and continuous improvement. 
It incorporates a strategic planning framework 
that ensures ongoing operational transformation 
and change to meet corporate goals and 
objectives. By maintaining a persistent 
focus on value expansion, organizations can 
adapt to evolving business needs and drive 
sustained success with their RVG solution.

Let’s explore the key aspects of the Maximum Enterprise Success program:

Maximum Enterprise Success
For RVG to achieve transformational improvements, it must be implemented 
within the context of a comprehensive, multi-phased implementation 
framework designed to enable organizations to achieve optimal outcomes 
and value. The ideal program encompasses various features and 
capabilities that guide organizations towards transformational success. 



RVG Features and Functionality
2024 Buyer’s Guide to Remote Visual Guidance Software 27

Maximum Enterprise Success 
Features and Functionality Summary

Maximum Enterprise Success 
Features and Functionality Summary

Business Driver

Drives 
Service 

Excellence

Facilitates 
Revenue 
Growth

Customer 
Loyalty 
(NPS)

Reduces 
Costs

Enterprise 
Quality

Value Inception

This capability focuses on developing a 
strategic plan for RVG transformation. 
It involves a series of tasks aimed at 
aligning the RVG implementation with 
the organization’s enterprise goals and 
objectives.

    

Value Elaboration

The aspect of the program involving 
Transformation Success Engineering 
Execution, which includes a series of 
tasks aimed at creating a multi-year, 
value driven implementation program. 

    

Value Expansion

The final stage of the program 
incorporates a strategic planning 
framework that ensures ongoing 
operational transformation and change to 
meet corporate goals and objectives. By 
maintaining a persistent focus on value 
expansion, organizations can adapt 
to evolving business needs and drive 
sustained success with an RVG solution.

    

The multi-phased program outlined above provides organizations with a 
holistic approach to RVG implementation, guiding them towards transformative 
outcomes and maximizing the value derived from the platform. By leveraging 
the program’s features and capabilities, organizations can align their RVG 
implementation with enterprise goals, expand its usage across various 
areas, and drive continuous improvement for long-term success.
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Summary & 
Conclusion

Remote Visual Guidance (RVG) 
is a transformative solution 
that enables organizations to 
revolutionize their operations, 
enhance collaboration, and 
drive digital transformation. 

RVG offers powerful capabilities for high-
speed problem resolution, streamlined 
workflows, improved efficiency, and enhanced 
customer experiences. The impact of RVG on 
key performance indicators is significant, with 
improved productivity, reduced downtime, 
increased customer satisfaction, and higher 
revenue generation. Successful implementation 
and adoption require considerations such 
as integration, mobile accessibility, security, 
training, and alignment with corporate goals.

In conclusion, RVG empowers organizations 
to embrace digital transformation, optimize 
operations, and deliver exceptional experiences. It 
has a wide range of applications across industries, 
from field service to training and maintenance. 
As technology continues to evolve, Remote Visual 
Guidance will play a pivotal role in shaping the 
future of business. We encourage organizations 
to explore further and engage with RVG providers 
to harness the full potential of these platforms. 
Thank you for reading this RVG buyer’s guide, 
and we hope it has provided valuable insights 
to support your decision-making process. 
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