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GLOSSARY OF TERMS
Throughout this ebook, you will encounter a number of terms that you’ll need to be familiar 
with. Refer back to this section as needed for the various definitions. 

Acknowledge - The act of accepting ownership of a support event. In the context of 
RSM, to acknowledging an issue signifies to the RSM platform and the other members 
of your team that you are aware of the issue and are working on a resolution. 

Actionable - Signifies that a notification generated by an RSM platform warrants 
human intervention. This, as opposed to non-actionable events, such as notification 
related to a momentary dropped connection by a non-critical device. 

Alert Logs - An alert log is designed to give you a historical view of the issues a given 
system, device, or service has experienced. 

Device - A general term referring to any endpoint on the network.

Advanced Driver - A software component designed to perform monitoring of a 
specific make and model of device beyond simple up/down checks on the network. 

LAN - Local Area Network (i.e. everything downstream of the router)

Notifications - Messages sent, either via email, push, or text, to make an RSM user 
aware of an issue in real-time. 

Ping - A query by one device on the network to determine the connection status of 
another.

Protocols - a system of rules defining the technological mechanisms (e.g. syntax) that 
two or more devices use to communicate. Common protocols in our industry include 
Zigbee, Z-Wave, and Cresnet.

RSM - Remote Systems Management: A term designed to serve as a catch-all for the 
category of devices we are evaluating in this ebook. 

Service(s) - Describes a specific function within a broader set of device capabilities. 
For example, a power conditioner runs distinct services for monitoring amp draw 
and currently installed firmware version. A driver for this device would allow you to 
independently monitor both services. 

SNMP - Simple Network Monitoring Protocol: A popular protocol used for collecting 
information from, and configuring, network devices. SNMP is especially common with 
IT devices such as servers, printers, hubs, switches, and routers but is a generally 
recognized protocol of all network-related devices. 

UI - User interface: the means by which an RSM user interacts with the platform. This 
can include web interfaces as well as mobile apps. 

WAN - Wide Area Network (i.e. the Internet)

GLOSSARY OF TERMS
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“One of the most important business challenges left for the home technology 
professional channel to solve is how to derive profits from client services as margins 
on hardware sales continue to erode. This guide is an invaluable resource for learning 
about all of the ways that RSM platforms allow you to better serve clients, increase 
profits, and make service a recurring revenue stream for your business. It is the most 
comprehensive product guide about any technology that I’ve ever seen.”
— Jeremy Glowacki, Editorial Director, Residential Systems

“As someone who’s been covering the custom installation market for 17 years, I 
can say confidently that this is a resource that integrators of all sizes will find 
invaluable. If you’re stuck trying to select and deploy the best RSM platform 
for your company, look no further.” 
— Jason Knott, Editor-in-Chief, CE Pro

“This thoroughly-researched and manufacturer-vetted ebook demystifies RSM 
by providing an easy-to-follow and digestible framework for understanding and 
evaluating the options available.  I consider it a must-read for any systems integrator 
that is committed to succeeding in this changing industry environment.”
— Randy Stearns, CEO, D-Tools

“A comprehensive RSM analysis for our industry is long overdue. There are 
several firms now competing in this exploding space. Which one is right for you? 
Bring your team into the networking realities, explore how suppliers solve real 
time issues, understand the offerings, and then weaponize your go to market 
strategy. This guide is a great roadmap to ensure you make your best possible 
choice when evaluating and implementing an RSM platform in your business.”
— Frank White, Partner, StayTuned & Weld2 Media

“My company had been trying to choose an RSM platform for over a year. OneVision’s 
detailed RSM guide really helped us understand the benefits of all the major players, 
allowing us to finally find a firm direction for our staff and clients.”
— Barney Miller, Owner, Barney Miller’s Inc.

“At Cantara, we believe in providing an incomparable ownership experience to 
all our clients. A vital part of our efforts involves leveraging RSM platforms, 
yet staying up to date on this evolving technology is difficult. OneVision’s 
comprehensive guide provides integrators at all levels with an incredible 
knowledge base to make the best decision for their business, whether 
evaluating current strategy, or adding RSM to their toolbox for the first time.”
— Jason Voorhees, President, Cantara

ENDORSEMENTS

ENDORSEMENTS
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PREFACE
Back in 2008, OneVision was founded with a singular mission: to provide high-quality 
technology management services to families in the Boston area. Our go-to-market 
strategy was highly unorthodox: unlike the vast majority of integration companies, 
we opted to forgo hardware margin completely, passing on the cost of equipment and 
instead tying the entire success of our business to our ability to provide, and monetize, 
exceptional service experiences. 

In short, we were betting everything on the idea that regardless of what happens to 
smart-home hardware, high-quality service was in and of itself a compelling value 
proposition that our clients would pay good money for. In the process, I learned that 
for all the complicated challenges we faced, our ultimate success was dictated by two 
simple concepts. First, we had to make our clients’ lives easier. Second, we needed to 
be highly efficient while doing it. 

Fast forward to 2012 when I first saw a demo of Ihiji’s RSM platform, then the only 
solution on the market. I immediately recognized the impact this product could have 
on my business. The ability to quickly evaluate, diagnose, and troubleshoot technology 
from afar would not only vastly improve OneVision’s efficiency, but even more 
importantly would lead to happier clients.  

Highly impressed, I soon led an investment round in Ihiji (more on that in a minute) 
with the basic thesis that it was hard to imagine a future in our industry without this 
technology. Sure enough, here are we are in 2017 and much has changed. Doubling 
down on our commitment to service, OneVision has become the industry’s first 
provider of a turnkey service platform for integrators. Simultaneously, the industry 
has seen rapid growth and development in the area of RSM, presenting integrators 
with an abundance of highly-capable RSM platforms.  

The powerful diagnostics and remote troubleshooting features that these RSM 
platforms enable are a foundational element of any modern service operation. Yet 
when asked which RSM platform they use, many of the integrators I speak with 
don’t have a ready answer. Some have dabbled, some are testing, and very few have 
fully committed to deploying the platform into every project they complete. Others, 
seemingly paralyzed by choice, have trouble choosing from one of the growing number 
of platforms on the market. 

When comparing the various platforms available, it quickly becomes clear that a 
cursory understanding of RSM does not do justice to all of the ways that these 
platforms can enhance the client experience and boost service efficiency. Moreover, 
this surface-level understanding of RSM does not provide clarity to a company in 
search of the best RSM platform to suite their particular business needs.

PREFACE
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And so Jason Griffing (my co-author) and I set out to create the first-ever definitive 
RSM resource — a guide that will allow anyone in the industry to make a confident 
decision regarding RSM within their business. We’ve also included insider tips from 
the service experts at OneVision about how best to leverage select features to drive 
operational efficiency and improve the client experience. 

If you are an integrator looking to put exceptional service at the core of your value 
proposition, this guide will allow you to select and implement an RSM platform with 
100% confidence that you’re making the best choice for your particular business. 

If you are an RSM manufacturer, this guide will provide an overview of the features 
that service teams depend on, hopefully informing your product development around 
the most basic functionality Technology Managers need to service their clients.

If you are a manufacturer of IoT devices, this guide will provide a glimpse of the 
attention required to properly service your products in the field, hopefully influencing 
your product development to prioritize features that make the ecosystem more 
service friendly.

As I alluded to earlier, and in the interest of full disclosure, I am currently an investor 
in Ihiji and have been on their board for almost three years. However, our ongoing 
evaluation process at OneVision, combined with our ongoing need for additional 
features, has always led us to explore and intimately learn about other platforms. 
When integrators ask me today which RSM platform is best for their company, I 
say “it depends”. This invariably tees up a conversation that dives into many of the 
same concepts that this guide covers. Through an exhaustive analysis, and with full 
manufacturer participation, we have highlighted four very capable systems.

The goal of this guide is not to make declarations about which RSM platform is the 
best. Rather, our measure of success is that you take away all of the information you 
need to make the best decision given your particular business needs. 

Providing clients with an exceptional service experience is rapidly becoming the last 
and best way to differentiate your company in an increasingly competitive smart 
home market. At OneVision, we’ve always staked our business on this belief. Effective 
service strategies, including of course the widespread adoption of RSM, will be the 
bedrock on which the future of our industry is built. And the more today’s integrators 
embrace the notion of becoming tomorrow’s Technology Managers, the better it will be 
for our industry as a whole. 

— Joseph Kolchinsky

PREFACE
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HOW TO USE THIS GUIDE
You are encouraged to read this reference guide in the order it’s written, but by no 
means is that necessary. The detailed table of contents will allow you to quickly jump 
to individual features you would like to learn more about in whatever order you choose.

Because the RSM landscape is rapidly evolving with new features, integrations, and 
even platforms being released on a regular basis, you might be asking how this guide 
will remain relevant over time. Great question! We have structured this guide in two 
distinct parts specifically to address this issue.

1. This ebook you are reading now is meant to be an objective resource, describing the  
features that comprise a modern RSM platform, along with explanations of why 
each feature is important and how it will impact your business. It is an evergreen 
guide that will need updating only as much as the technologies that are available to 
the market change and evolve over time.

What you won’t find in the pages of this ebook, however, is specific information about 
how each manufacturer approaches a given feature. 

Instead, manufacturer-specific feature information can be found in our accompanying 
online RSM Master Feature Matrix.

2. The “RSM Master Feature Matrix” - This matrix is a collection of every feature 
we analyze in this ebook, allowing you to compare how each of the four major 
RSM platforms implements or addresses the specific feature. The results of this 
matrix have been fully reviewed and approved by the participating manufacturers. 
You can find this feature matrix online by visiting onevisionresources.com/rsm. 
By containing the manufacturer-specific information in an online matrix, we have 
ensured that the data can be dynamically updated in real-time as new and improved 
feature sets come to market. 

For easy cross-referencing between the feature analysis in this ebook and the 
manufacturer comparisons contained in the matrix, each feature has been given a 
number, which corresponds across both resources.

HOW TO USE THIS GUIDE
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RSM platforms, once implemented, are not easily replaced (consider the cost of 
hardware, truck roll, setup time, etc). That’s why choosing an RSM platform is a long-
term commitment for your company requiring careful evaluation. Part of that process 
is understanding the provider’s philosophy towards providing these RSM platforms. 
Each manufacturer brings to market a unique perspective and philosophy which, while 
hard to quantify, is no less critical to the overall experience. From different target 
dealer profiles to variances in fundamental beliefs about how (or even if) certain 
features should be implemented, the product design of various RSM platforms reflects 
these unique company characteristics.

To this end, we asked all of the participating manufacturers to submit an 
introductory foreword. The goal of these intros is to give you critical context about 
the solutions each manufacturer provides. When combined with our comprehensive 
analysis and online feature matrix, these insights into the manufacturer’s way of 
thinking round-out a powerful trifecta which will arm you with all of the information 
you need to make the right RSM decision for your business.

We encourage you to read these forewords in their entirety before 
reading any other portion of this ebook.

MANUFACTURER 
FORWARD

MANUFACTURER FORWARD
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Control4’s BakPak 
At Control4, we strive to “Enhance and personalize 
how you engage with an ever-changing connected 
world”. This is our purpose. We design products, 
programs, and services that enhance the lives and 
businesses of our customers, dealers, and distributors around the world. We believe 
life’s better when everything works together.

Control4 solutions interoperate with nearly 10,000 third-party consumer electronics 
devices, and that number is rapidly growing. Leveraging a distribution channel that 
includes over 5,500 custom integrators, distributors in 91 countries authorized to sell 
the full-line of Control4, Pakedge, and Triad products.

Networking is the foundation to a great home automation experience. As customers 
add more devices to their homes, dealers have a greater responsibility to support 
and maintain that experience. Control4 is committed to provide the necessary 
tools, services, and applications so our dealers can provide the level of satisfaction 
customers expect. By monitoring home networks, automation systems, and all of the 
devices connected in the home, BakPak® becomes a standard for our dealers in their 
quest to provide proactive support and excellent customer service.

Domotz
Domotz provides an affordable, easy-to-install and 
feature-rich remote monitoring and management 
solution for custom installers. The Domotz platform 
gives installers the tools they need to provide their 
customers with the best possible service. Domotz gives the installer information 
about all their associated systems in an easy-to-use mobile application and web-
based interface. Domotz has built a premier application for custom installers and 
has simultaneously worked with leading manufacturers to build out the best possible 
experience.  While working hard to integrate all manufacturer products, Domotz is 
also listening to custom installer’s individual suggestions to better and continuously 
improve the user interface.

While Domotz’s solution helps the custom installer through an easy-to-use application, 
the goal is to help reduce the operating costs of their business. By leveraging 
Fing’s database of billions of network-based devices, Domotz quickly recognizes 
and identifies devices on the network, shortening set-up time and simplifying the 
installation process. Reduction in truck-rolls through remote management helps 
save thousands of dollars and the simplified user interface makes it possible for 
the most junior employees to understand when a system is having problems or not. 
Furthermore, Domotz provides the custom installer with a customized application on 

MANUFACTURER FORWARD
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iOS and Android, called Violet, that they can provide to their customers to help resolve 
network problems as they occur. While the installer can leverage the Domotz solution 
to bring in more revenue, a core driver of Domotz revolves around operating cost 
reduction for their company.

As more and more network based systems come to market, custom installers need a 
way to understand changes that are occurring to their customer’s systems. Domotz 
provides the visibility into the network to improve the overall experience, at both the 
end-customer level and the custom installer level.  There is no doubt that networks are 
becoming increasingly complex. Custom installers need a tool that helps them better 
understand the systems they are installing. By working with the top manufacturers in 
the industry and listening to customers, Domotz has been able to provide a solution 
that empowers the custom installer to provide the best possible customer experience.

Ihiji
Ihiji Invision was created in 2009 as a tool by integrators for 
integrators. Ihiji has a long-term commitment to the CEDIA 
channel to ensure dealers are able to generate customers 
for life through world-class service and support. Initially 
launched as a powerful remote monitoring solution, Invision 
has evolved over the years to become a very powerful and 
industry leading Remote Systems Management (RSM) platform. Additionally, as the 
industry evolves, Ihiji believes that RSM will become a core component and standard 
for connected systems.  

Ihiji is dedicated to helping integrators become successful with RSM through both 
improved reactive and proactive service. As a dealer looks beyond the cost saving and 
efficiency gained with RSM, Ihiji works to ensure each of their dealers can generate 
recurring revenue from the product category. In fact, the Ihiji Invision pricing is closely 
aligned with an integrator’s success in making RSM a profit center rather than a cost of 
doing business. 

As the most powerful tool within the industry, Ihiji works with technology 
professionals who take performance, flexibility, and integrations seriously. 
Integrators who take a “look before you leap” approach with remote service find that 
Ihiji’s tools allow the power needed to triage, assess and resolve complex problems 
remotely. With the growing importance of reliable connectivity, monitoring is more 
than online and offline events. Network performance analytics and extended services 
to identify and address possible configuration or environmental issues provide greater 
value than just online status. 

Ihiji’s Vendor Insight Program was developed to incentivize manufacturers to 
make products that are intended to be monitored. We believe that partnering with 

MANUFACTURER FORWARD
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manufacturers will help create better visibility within a client’s system while allowing 
the dealers to choose products from vendors that are right for their clients and their 
business. Ihiji believes that, in the custom integration business, having the ability to 
chose best in class solutions for your customers is critical. With this in mind, Ihiji is 
committed to giving integrators the freedom to remotely monitor and manage their 
chosen brands from a single interface without the need to juggle multiple tools or 
risk of vendor lock-in within an RSM platform. This provides the additional benefit of 
a single interface for remotely rebooting PDUs and PoE switches regardless of the 
manufacturer for all projects. 

Ihiji is very focused on user feedback and improvements to their products. This is 
evident through deep third-party integrations, which are continuously released, as well 
as through some of the newest features, such as a client-facing system health report. 
Most importantly, Ihiji has listened to dealer feedback when it comes to simplifying 
setup and improving our user experience, and developing a client facing application. 
These projects are under active development with some big changes to be unveiled at 
CEDIA 2017.   

Remote management is a long-term commitment and feature development is fast. 
Changing products and chasing features will dilute their benefit to provide excellent 
customer service. Partner and commit to your chosen RSM platform, exercise patience 
and work closely with them to ensure important features are implemented. 

SnapAV’s OvrC Pro
Choosing the right RSM platform is an important decision, 
not only because of the high switching costs once 
deployed, but because the dealer must be able to scale his 
service operations in a way that is technically sound and 
financially viable.

From a technical standpoint, it is important to consider the differences between an 
appliance-based RSM solution versus a natively-integrated one. The former requires 
the use of a network appliance, that once installed on a network, uses a multitude of 
standard and manufacture-proprietary protocols to scan and monitor IP devices on 
that network. While this approach provides the widest breadth of product coverage, 
the available protocols only provide limited information and control of a device. 

Contrastingly, a natively-integrated solution requires the firmware of a product to 
be developed to work with a RSM cloud, which is provided by some manufacturers. 
While this approach provides the deepest level of control and information, the overall 
solution is limited to those devices that have been enabled on that RSM platform. 

Some of these native features are significant enough to be called out, including the 

MANUFACTURER FORWARD
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ability to apply firmware updates, receive advanced alerts (e.g., WattBox voltage falls 
out of range, Araknis PoE switch power budget max reached), see deeper information 
(e.g., signal strengths & data transmit by wireless clients), make any configuration 
changes, and access full capabilities on the RSM dashboard.  

With OvrC, we have always made, and continue to make investments in a dual-approach 
that provides our dealers with a comprehensive solution, leveraging benefits from both 
options. We focus on deep native integrations with key products that are at the heart 
of the network backbone (i.e., Araknis networking and WattBox power) with OvrC, while 
leveraging OvrC Pro to bring visibility and access to all the other non-SnapAV products 
on the network. On third-party product enablement, we prioritize our integration 
efforts to those products that are most important for remote management, including 
control systems, networking, and IP power products. 

From a usability standpoint, we understand the importance of operational scalability 
for the integrator where the solution must be extremely easy to deploy, setup, and use 
without requiring lots of training or expertise. This allows ramp-up of new users with 
little effort. We are careful in striking the right balance between simplicity and depth 
of configurations, as it needs to be easy-to-use but adaptable enough to tailor to the 
individual needs of a dealer. 

Lastly, it is crucial for the dealer to evaluate the business model and the company 
behind the RSM solution. Important questions to consider include: Is the solution 
priced in a way that is easy to manage? Allows me to minimize my risks long term? 
What is the long-term viability of the RSM partner? Will they provide the necessary 
support that I’ll need to be successful? With a long history and culture of serving our 
dealers, we can proudly say that we will continue that tradition of being a valuable 
partner to our dealers, helping them succeed through innovative solutions like OvrC. 

MANUFACTURER FORWARD
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INTRO
Selecting an RSM platform to use in your business is one of the most important decisions 
you’ll make in your transition to becoming a service-led organization. Implementing an 
RSM platform can reduce your warranty support costs dramatically, resulting in a more 
profitable business. These platforms can speed up diagnostics and shorten resolution 
times, thereby allowing you to create a better service experience and ultimately leading to 
recurring revenue through the sale of premium service memberships.

With numerous options now available on the market, the question quickly becomes: 
which platform is right for your business? To help answer this question, we developed 
a framework to help any integrator evaluate their options. We then applied this 
framework, through an exhaustive review process, to all four of the major RSM 
platforms on the market today (in alphabetical order): Control4’s BakPak, Domotz, Ihiji, 
and SnapAV’s OvrC Pro. 

With full manufacturer participation in the study, our goal was to analyze all of the 
features that comprise a modern RSM platform. Through our research, we determined 
that the broad feature set of these platforms can be broken down into the following 
six categories: 

1. Setup and Administration - How is the platform initially configured and installed? 
How is ongoing management of users and permissions handled? 

2. Organization - How is the information displayed and organized through various 
sections of the user interface? 

3. Monitoring - What types of devices/services does the platform monitor and how? 
What sort of notifications does the platform send and can they be managed/
customized? 

4. Troubleshooting - What are the various tools available to users to aid in remotely 
diagnosing and resolving service issues?

5. Special Features - What sort of unique features does the platform provide to push 
the envelope in terms of technical capabilities and user experience?

6. Hardware -  What are the relevant hardware specifications of each platform’s 
respective on-site appliances? 

The remaining chapters of this ebook correspond with the above categories. Through 
our analysis, we also found that within these respective categories there existed further 
sub-groupings of features that we call “capabilities”. These “capabilities” further group 
features into a logical and digestible framework that will aid in your review of the the 
information that follows. 

INTRO
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01 
While the setup and administration features don’t necessarily have a direct impact on your 
client experience, they will play a significant role in determining the efficiency gains you 
derive from your RSM. An RSM platform should offer tools designed to minimize the amount 
of operational overhead associated with the deployment and management of the platform. 

SET UP & 
ADMINISTRATION
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1.1 - SITE SETUP & MANAGEMENT

These features are designed to ease the initial setup and ongoing management of 
sites. An RSM platform that makes the setup and management easy will not only boost 
your efficiency, but can help prevent errors that can have a long term effect on the 
troubleshooting process.  

1.1.1 - Site Templates and Cloning
Feature Description: The ability to quickly create a new site 
based on a template or a clone of a previously-deployed site. 

Business Impacts: Site templates and cloning can greatly 
improve your efficiency by reducing redundant or repetitive 
data entry, for example, if you frequently deploy systems 
that are very similar to one another.   

1.1.2 - Device Templates and Cloning
Feature Description: The ability to quickly create a new device based on a template or 
a clone of a previously-deployed device. 

Business Impacts: Similar to feature 1.1.1 above, device templates and cloning can 
greatly improve your efficiency by reducing redundant or repetitive data entry, for 
example, if you frequently deploy similar devices across multiple projects. 

1.1.3 - D-Tools Import
Feature Description: The ability to import device data from a D-Tools project file. 

Business Impacts: For users of D-Tools, this feature can greatly speed up the 
deployment process and prevent errors by eliminating redundant data entry. 

1.1.4 - Site Configuration Export
Feature Description: The ability 
to export site and device data, 
typically into a CSV file.

Business Impacts: Site 
configuration exports can be 
useful for a variety of purposes 
including system documentation 
and record keeping. 

A site configuration export 
can be especially helpful if you 
want to perform a regular QA 
process as it allows you to bring 
all of the site and device info 
into a spreadsheet for quick 

review by an Operations or Service Manager.

INSIDER
TIP
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1.1.5 - Super User
Feature Description: The ability for a user from one organization (dealer) to 
administer settings across multiple organizations (dealers).

Business Impacts: While not necessarily important for many companies, this feature 
is worth considering if you plan on using an outside company to aid in your remote 
support operations or if you plan on collaborating with 3rd parties for any other reason. 

1.2 - USER MANAGEMENT / PERMISSIONING 

These features describe the various tools an RSM platform provides to assist in 
managing users within your organization. An RSM platform should make it easy to 
tightly control who has access to the various components of the platform, as well as to 
quickly add users to or remove users from your organization.  

1.2.1 - Prevent Users from Adding / Editing Sites
Feature Description: The ability to prevent a specific user from adding or editing sites.

Business Impacts: Limiting the creation and editing of sites to select employees improves 
your security and eases the enforcement of quality standards across your deployments. 

An example of feature 1.2.1, OvrC Pro allows users to 
select which customer sites an employee has access to.
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1.2.2 - Prevent Users from Adding / Editing Devices
Feature Description: The ability to prevent a specific user from adding or editing devices.

Business Impacts: Similar to 1.2.1, limiting the creation and editing of devices to 
select employees improves your security and eases the enforcement of quality 
standards across your deployments. 

1.2.3 - Prevent Users from Remote Access (aka “Tunneling”)
Feature Description: The ability to 
prevent a specific user from tunneling 
into sites.

Business Impacts: Limiting the use 
of remote access tools to select 
employees improves your security and 
reduces the likelihood of mistakes 
being made by employees who lack 
the technical knowledge to use these 
advanced tools. 

1.2.4 - Prevent Users from Power Cycling
Feature Description: The ability to prevent a specific user from power cycling devices.

Business Impacts: Limiting access to remote power cycling features for select 
employees improves your security and reduces the likelihood of a remote support 
session being made worse by employees who lack the proper training to know when a 
device reboot is and is not appropriate.

1.2.5 - Prevent Users from Adding / Editing Other Users
Feature Description: The ability to prevent a specific user from adding or editing 
other users. 

Business Impacts: Limiting the ability to add / edit users to select employees improves 
your security by providing tight control who who has access to the platform. 

Combining this feature 
with the auditing feature 
4.2.1 (page 36) allows 
you to create a robust 
Privacy Policy which is 
becoming increasingly 

important given the connectedness of 
the modern home. 

INSIDER
TIP
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An example of feature 1.2.5, OvrC Pro users can be assigned various 
permission levels which dictate what capabilities they will have.

1.2.6 - Manage Notification Settings for Other Users
Feature Description: 
The ability for an 
administrative user to set 
up or adjust notification 
settings for other users.

Business Impacts: This 
feature can improve your 
efficiency by allowing 
you to quickly enforce 
standardized notification 
rules across your 
organization. 

Having control over the notification 
settings of other uses also 
improves accountability by ensuring 
that employees cannot cite an 
erroneous notification setting as a 
reason for not properly responding 

to a support event. Ultimately, this translates 
to a better client experience as it increases 
the likelihood that your clients will receive a 
consistent response whenever one is warranted.

INSIDER
TIP
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1.2.7 - User Groups
Feature Description: The ability 
to place users into groups for 
management of various settings and 
administrative tasks.

Business Impacts: User groups can 
dramatically improve your efficiency 
by allowing for administrative tasks 
for multiple users, such as controlling 
access to various sites, to be performed 
from a single area in the software. For 
example, a group called “Service Team” 
could be set to have access to all of 
your sites, while another group called 
“Project Managers” could have access only to recently-completed projects.

User groups are also 
very handy for when you 
hire a new employee 
or part ways with an 
old one. By adding or 
removing a user from 

a group, you either give or revoke 
access to all site associated with that 
group. This prevents you from having 
to add or remove an employee from 
multiple sites, one site at a time. 

INSIDER
TIP
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02 
Evaluating the organizational features of an RSM platform will help you determine how 
efficiently you will be able to find the exact information you need during a support event. 
The UI must be intuitive and data must be cleanly presented allowing you to quickly sort 
through the large amounts of information presented to you.

ORGANIZATION
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2.1 GLOBAL DASHBOARD

A global dashboard presents you with an overview of all of your monitored client sites. 

The information on this dashboard should be easy to navigate, search, sort, and filter. 
It is worth noting that the global dashboard grows in importance as you begin to scale 
up your monitoring operations to include more sites. 

2.1.1 - Global Dashboard View 
Feature Description: Global dashboard view describes the manner in which sites are 
displayed — list view, map view, or both. 

Business Impacts: Most RSM platforms offer both view types, and which one you 
prioritize is largely a matter of personal preference and the specific situation. Map 
views can be helpful if one of your sites is experiencing issues and you want to see 
if you have a technician in the area. List views often present more information at-a-
glance, making it easier to quickly scan multiple sites. 

2.1.2 - Global Dashboard Searchability
Feature Description: The ability to use a built-in search function to quickly find a 
specific site from the global dashboard. 

An example of a global dashboard map view, shown here in OvrC Pro’s interface.
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Business Impacts: The ability to search for 
specific sites on your Global Dashboard 
boosts your operational efficiency by 
allowing you to quickly find the exact 
site you’re looking for. Full-text search 
implementation, meaning that sites can be 
located using not only the site name but 
also criteria such as the address, is a big 
plus as it assists in locating projects that 
may be referred to internally by different 
names across the members of your 
organization. 

2.1.3 - Group/Filter Sites by Account Type
Feature Description: Some RSM platforms allow for different end-user account 
types (e.g. Setup Mode, Lite, Pro, Standard, etc). If applicable, this feature describes 
an RSM platform’s ability to visually group and/or filter sites by account type on the 
global dashboard. 

Business Impacts: Operational efficiency is affected when the service team is forced 
to look at a dashboard with sites that are not relevant. 

2.1.4 - Group/Filter Sites with Issues 
Feature Description:  
The ability to visually group 
and/or filter sites that are 
currently experiencing issues 
on the global dashboard. 

Business Impacts: Similar 
to feature 2.1.3 above, 
this feature improves your 
operational efficiency and 
client experience by allowing 
you to quickly see which sites 
are in need of attention.

An example of feature 2.1.4, Ihiji’s global dashboard groups 
sites by health status such as “warning” and “critical”.

In the absence of a 
dedicated search bar, 
most web browsers 
allow you to perform 
a page search using 
Ctrl+F on Windows 

(Cmd+F on Mac). Although more 
limited in function than a properly 
implemented search bar, this can 
be a useful workaround. 

INSIDER
TIP
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2.2 - SITE/DEVICE ORGANIZATION & 
MANAGEMENT

These features describe how an RSM platform organizes and presents the data at both 
the site and device levels.

2.2.1 - Device Naming Methodology
Feature Description: Device naming methodology describes the manner in which 
names are assigned to devices. 

Business Impacts: The structure/format of device names will impact how efficiently 
and accurately you can view and search for devices on a given system. Most RSM 
platforms assign a device name automatically based on meta-data pulled from the 
network. However, you should look for the ability to manually adjust the device name 
as well. This improves your efficiency by allowing you and your team to implement a 
standard naming scheme that works for your particular business needs.

2.2.2 - Device List Searchability
Feature Description: The ability to use a built-in search function to quickly find a 
specific device within a given project. 

Business Impacts: Device list searchability speeds up the troubleshooting process 
by allowing you to quickly find the exact device you are looking for. Without a search 
function, finding a specific device can be a laborious process, reducing your efficiency 
and detracting from the client experience by slowing down your time to resolution. 

             Careful thought should be given to the creation and enforcement of 
a device naming schema within your company. Your schema should 
make it obvious to anyone in the company (regardless of whether 
they have pre-existing knowledge of the project) exactly what each 
device is. This is especially important with remotely-located 
devices, for example, an Apple TV that serves audio/video to the 

Living Room but resides in the AV Rack. OneVision’s naming schema for such a 
device would would look like this: 

[Room the Device Serves]-[Friendly Description] [(Physical Location)] 
For example: Living Room-Apple TV (AV Rack)

Having loosely defined device naming standards, or allowing different technicians 
to employ different practices, can cause confusion and greatly reduce 
troubleshooting efficiency across your remote support team. 

INSIDER
TIP
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2.2.3 - Device List View - Visual Grouping
Feature Description: The ability to visually group devices based on criteria such as 
manufacturer, connection status, and room/location.

Business Impacts: Presenting device lists with clear and logical groupings enhances 
your efficiency by giving order to what would otherwise be a large and unorganized list. 

An example of visual grouping, BakPak’s device list shows offline 
devices at the top as a way of calling the user’s attention to them.

2.2.4 - Device List View - Dynamic Sorting
Feature Description: The ability to dynamically sort device lists by clicking on various 
column headings. 

Business Impacts: Similar to feature 2.2.3, this feature boosts your efficiency by 
giving visual order to the large lists of devices within your sites.

2.2.5 - Device List View - Filtering
Feature Description: The ability to dynamically apply filters to device lists based on 
various criteria. 

Business Impacts: Visual distractions can slow you down, negatively impacting 
your troubleshooting efficiency. By setting a filter to only show devices that are 
experiencing issues, a service technician can immediately hone in on the problem areas 
in the home. 
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An example of feature 2.2.5, Icons across the top of Domotz’s device list 
allow the user to apply various filters to the list

2.2.6 - Device Type Categorization Method
Feature Description: Some RSM platforms allow you to assign a category to your 
devices for an additional layer of organization. Some examples of device categories 
include Cameras, Network, Control, Power, etc. The feature describes how, when 
applicable, device categories are assigned.  

Business Impacts:  Typically, device categories are assigned automatically by the 
RSM platform. However, you may disagree with the default categorizations and 
want to change them. Until the industry agrees on a standard and comprehensive 
categorization schema, the ability to customize this will be critical.
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2.3 - NETWORK VISUALIZATION

Network visualization features provide a graphical representation of how devices 
within a site are interconnected. By providing a view of your site’s infrastructure and 
network layout, these features improve your ability to discover underlying problems 
that may be impacting your client experience. 

2.3.1 - Topology View
Feature Description: A topological view of the network provides a visual reference as 
to how devices are interconnected.

Business Impacts: A topological view can help you diagnose underlying issues that 
may be causing symptoms on one or more endpoints. For example, consider a situation 
when multiple devices suddenly report offline. A topological view might quickly reveal 
that all of the devices in question are connected to the same network switch, pointing 
to a likely problem with that device. 

Ihiji’s System Map is one example of how a topological view of the network provides 
users with a visual reference of how the system’s devices are interconnected
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2.3.2 - PowerLine/WiFi Segmentation
Feature Description: The ability to visually segment or otherwise indicate devices 
that are using connection technologies other than hardwired ethernet — WiFi and 
PowerLine for example. 

Business Impacts: Devices communicating using WiFi or PowerLine protocols are 
susceptible to other sources of interference that a traditional ethernet-based diagram 
cannot show. This is because the connections might be dynamic (impossible to know 
with certainty which WAP any given wireless device is connected to) or non-ethernet 
based (PowerLine).  Being able to identify which devices are connected via other 
protocols can help track down problems unrelated to ethernet issues.
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03 
The implementation of monitoring features by an RSM will play a paramount role in both 
driving operational efficiency and improving your client experience. An RSM platform 
should provide a robust monitoring toolset capable of detecting and logging nuanced 
performance details while also allowing you to fine-tune notification settings in order to 
reduce false-positives and general “noise”. These features in turn drive an improved client 
experience by allowing you to identify and act upon problems in the home before you 
client is disturbed by them. 

MONITORING
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3.1 - NOTIFICATIONS AND ALERT LOGS

On the surface, notifications and alert logs might seem like simple concepts; e.g. when 
a device goes offline, the platform either logs an alert, sends a notification, or perhaps 
both. However, the specific implementation of these features within a given RSM 
platform will have a significant bearing on the platform’s ability to drive operational 
efficiency and improve the client experience. 

An RSM platform should accurately and consistently notify you of all actionable 
problems on the network. These features must also account for the fact that technical 
glitches occur across all systems, all day, every day. Many of these issues occur 
without any impact to the client and, even when detected, are not actionable (e.g. 
a brief latency spike in the WAN connection or a momentary drop-off of a wireless 
thermostat). A proper implementation of notification and alert logging features 
accounts for this fact by allowing you to fine tune the sensitivity such that actionable 
events are not drowned out by an over-abundance of notifications related to non-
actionable events.

Lastly, it is important to note that notifications and alert logs are two fundamentally 
different ideas. While notifications are messages sent directly to you or your 
employees to make you aware of a problem in real-time, alert logs are designed to 
give you historical view of the issues that a given system, device, or service has 
experienced. Understanding the difference between these two concepts will be critical 
in your evaluation of various RSM platforms.

3.1.1 - Ability to Adjust Check Interval - Device Level
Feature Description: RSM 
platforms periodically check on 
monitored devices at defined 
intervals, known as the Check 
Interval, to ensure they are still on 
the network. If a monitored device 
misses one of these checks, the 
RSM platform will log an alert. 
This feature describes the ability 
to adjust the sensitivity of this 
alert logging by either modifying 
the Check Interval length or by 
adjusting the number of missed 
checks required before an alert  
is logged. 

Setting alert logging to be 
very sensitive will give you 
the most accurate view of 
device problems over time. 
However, this can be a tradeoff 
if you elect a platform that 

doesn’t have the ability to separate the 
sending of notifications from the logging of 
alerts. In this instance, an overly-sensitive 
Check Interval may result in false-positive 
notifications that do not require a response, 
for example, from a device that goes offline 
only momentarily before reconnecting. 

INSIDER
TIP
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Business Impacts: The ability to adjust the check interval allows you to fine-tune 
the level of detail your RSM platform logs, allowing you to more accurately view the 
historical performance of a system. This information will prove useful in troubleshooting 
situations, improving both your client experience and operational efficiency. 

3.1.2 - Ability to Adjust Check Intervals - Service Level
Feature Description: This describes the same feature as 1.1.1, only at the more 
granular service level, instead of the device level. For instance, you could log alerts 
very sensitively for excessive amp draw on a UPS, but otherwise ignore the service 
that tracks the firmware version on that same device. 

Business Impacts: The ability to adjust the check interval at the service level, as opposed 
to only at the device level, provides you with even more granular control over the amount 
of detail your RSM platform logs. This information will prove useful in troubleshooting 
situations, improving both your client experience and operational efficiency. 

3.1.3 - Adjusting Notification Threshold - Device Level
Feature Description: When an alert is logged by an RSM, a notification 
can be then be generated. This feature describes the ability to adjust 
the threshold at which this notification will be sent. For instance, some 
platforms allow you to delay the notification by a fixed period of time. In 
this way, the RSM platform will wait for the fixed period after the first 
alert and then check the device again. Only if the device is still offline after 
the fixed period will a notification be sent. Alternatively, an RSM platform 
might allow you to delay the notification until a number of consecutive 
missed checks are logged.

Business Impacts: Adjusting the notification threshold minimizes the 
potential for false-positive notifications when, for example, a device drops 
offline only momentarily. This ensures that the maximum possible ratio of 
notifications you receive are actionable, improving your team’s efficiency. This feature 
also improves the client experience by reducing the likelihood that an actionable 
notification will be missed or ignored due to an excessive amount non-actionable noise 
being generated by the RSM. 

“Notification overload” is a common problem associated with 
monitoring that can affect your operating efficiency. Receiving 
notifications about every alert an RSM platform logs can quickly 
add up to an unmanageable amount of noise. Adjusting notification 
thresholds can mitigate this effect by allowing you to fine-tune the 
settings so that you are only notified when certain conditions are 

INSIDER
TIP
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met (i.e. the issue appears to warrant human intervention). Meanwhile, frequent, 
benign drop-offs by “chatty” devices can be logged as alerts, while only generating 
a notification after extended disconnects. 
Recognizing that the setup of these notification thresholds can be a detailed and 
time-consuming process, some RSM platforms instead take a binary approach to 
notifications, allowing you to turn them on or off at the device level. This method 
speeds up deployment time, but compromises the service experience by preventing 
you from monitoring those devices at all. If you’re planning to sell RMR plans that 
include proactive monitoring, this concept should be given serious consideration. 
If you have the urge to turn off monitoring for a specific device because it’s “too 
noisy”, then it’s important to ask yourself whether there’s a real problem that needs 
to be addressed (maybe the device is failing or the network requires optimization) 
or if the client simply won’t benefit from you monitoring it (such as a laptop).
Improvements in monitoring technology will make this all easier to manage, but for 
now this is one of the biggest detractors from implementing a monitoring system.

 

3.1.4 - Adjusting Notification Threshold - Service Level
Feature Description: This describes the same feature 3.1.3, only at the service level 
instead of the device level. So, for instance, notification thresholds could be set very 
low for excessive amp draw on a UPS, but otherwise set to ignore the service that 
tracks the firmware version on that same device. 

Business Impacts: The ability to adjust the notification threshold at the service level, 
as opposed to only at the device level, provides you with even more granular control 
over the notifications your RSM platform generates. This ensures that the maximum 
possible ratio of notifications you receive are actionable, improving your team’s 
efficiency. It also improves the client experience by reducing the likelihood that an 
actionable notification will be missed or ignored due to an excessive amount non-
actionable noise being generated by the RSM. 

3.1.5 - View Alert Logs
Feature Description: An RSM platform’s ability to present the user with a historical 
view of the alerts it has logged.

Business Impacts: Having access to historical data about past alerts will help you 
troubleshoot issues more quickly, improving both your efficiency and the client 
experience. For example, without this feature, client complaints about intermittent 
control issues can be very difficult to track down. However, access to alert logs may 
reveal that the device has been experiencing recurrent network drop-offs for days or 
weeks which, due to the RSM platform’s notification settings, may not have triggered 
a notification at the time. In this example, the alert logs could help you zero in on a 
problem with the WiFi coverage or with the network components of the device itself. 
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3.1.6 - Repeat Notifications Available?
Feature Description: Describes whether an RSM platform generates only a single 
notification per event, or if it is able to send repeat notifications until an issue has 
either been acknowledged or resolved.  

Business Impacts: Repeat notifications can improve your client experience by ensuring 
that service events do not fall through the cracks. However, as we’ll discuss in the 
next feature (3.1.7), not having the ability to disable repeat notifications can result in 
unwanted noise. 

3.1.7 - Disable Repeat Notifications
Feature Description: On RSM platforms that allow repeat notifications, this feature 
describes the ability to shut them off. 

Business Impacts: Disabling them can improve your efficiency by reducing the amount 
of time your team spends managing redundant notifications. 

3.1.8 - Ability to Acknowledge Issues
Feature Description: Acknowledging 
an issue is a way of indicating on 
the platform that the issue is being 
addressed.

Business Impacts: Acknowledgment 
of issues boosts your operational 
efficiency by allowing you to quickly 
let your team know that the issue is 
being addressed. Acknowledgement 
can also stop the RSM platform from 
sending any additional notifications. If 
you don’t have a ticketing system, this 
feature can be used as a way to indicate 
to your teammates that you have 
ownership of the service event, reducing 
the likelihood of multiple teammates 
working on the same problem.

3.1.9 - Toggle Notifications On/Off
Feature Description: The ability to quickly toggle notifications on/off for a given site 
or device.

If your company is using 
a properly-deployed 
ticketing system to 
track issues, then a 
single notification is 
preferable to repeats. 

This is because notification emails 
from the RSM platform can be setup 
to trigger the creation of a ticket 
in your system. In this instance, 
any additional event tracking and 
notifications should be handled by 
the ticketing system, meaning repeat 
notifications by the RSM platform are 
completely redundant.

INSIDER
TIP
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Business Impacts: This feature 
improves your operational 
efficiency by allowing you to 
temporarily pause notifications if, 
for example, you know that service 
work is occurring on a given site 
or device. This action will prevent 
other members of your team from 
responding to or being otherwise 
distracted by unnecessary 
notifications.

3.1.10 - Make Site-Wide Downtime Temporary 
Feature Description: For RSM platforms that allow you to toggle 
notifications off for entire sites, this feature describes the ability 
to automatically resume notifications at a predetermined time or 
following a delay. 

Business Impacts: Making system downtime temporary prevents 
you or your team from forgetting to turn notifications back on after 
they have been paused for an entire site. This improves the client 
experience by ensuring that you never accidentally leave a client site in 
an unmonitored state.

An example of toggling notifications, OvrC users can click on the bell icon to elect 
whether or not notifications will be generated for the corresponding device.

ON/OFF

In addition to networks, 
reset macros can also work 
well for problematic HDMI 
signal chains. You use this 
feature, for example, to 
reboot a source, AV receiver, 

transmitter, and display in a pre-defined 
order with one command.

INSIDER
TIP
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INSIDER
TIP

In the absence of this feature, set a manual reminder or create a 
ticket in your ticketing system if you have one in place, to act as a 
failsafe by ensuring that you don’t forget to re-enable notifications. 

3.1.11 - Make Device Downtime Temporary
Feature Description: This describes the same feature as 3.1.10, only at the more 
granular service level, instead of the device level. So, for instance, you could schedule 
temporary downtime for a specific device or service as opposed to an entire site. 

Business Impacts: Making device downtime temporary prevents you or your team from 
forgetting to turn notifications back on after they have been paused for a given device. 
This improves the client experience by ensuring that you never accidentally leave a 
device in an unmonitored state.  

An example of feature 3.1.11, Ihiji’s ProVue allow 
users to plan downtime for a device in advance.
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3.1.12 - Toggle Notifications Off and Back On Again by Schedule
Feature Description: Similar to the 
previous two features, this feature 
describes the ability to toggle 
notifications by a predetermined 
schedule (including recurring 
schedules). When enabled, this feature 
allows for any devices / services that 
went down during the disabled period, 
and are still down when notifications 
are re-enabled, to generate proper 
notifications at the moment they are 
re-enabled. 

For example, if notifications are scheduled to disable at 10PM and reenable at 6AM, 
then any devices that are still in a down state at 6AM will generate a notification at 
that time.  

Business Impacts: This feature improves operational efficiency by ensuring that brief 
issues which occur and resolve themselves overnight, when your clients are unlikely to 
be using their technology, do not generate notifications to your service team.

3.1.13 - Notification Types
Feature Description: The different types of notifications a given RSM platform 
can send you. All RSM platforms make these available in some combination of push 
notifications, emails, and/or text messages. 

Business Impacts: Email notifications are the de-facto standard and are the best 
option for integrating your RSM platform with a service ticketing system. Push 
notifications and text messages are especially useful when you are in the field. 

While this feature can 
prevent notifications 
from being generated 
overnight, remember 
that alerts can still be 
logged. These alert 

logs can be used for troubleshooting 
problems which persist into the 
period of time when notifications 
are re-enabled.

INSIDER
TIP
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3.2 - DEVICE AND PROTOCOL COMPATIBILITY

Beyond simply letting you know if an IP-enabled device has lost its connection to the 
network, RSM platforms are capable of deeply integrating with many different devices 
and protocols to provide detailed information about performance and status. A broad 
array of integrations will improve your operational efficiency and client experience 
by allowing you to remotely monitor and manage the greatest number of devices and 
services possible. 

3.2.1 - Approximate Number of Advanced Drivers in Database
Feature Description: Advanced drivers allow for deep monitoring of device functions, 
usually via SNMP but also via other protocols. A driver is defined as advanced only if 
it monitors beyond generic network functions (up/down, latency, and packet loss). This 
feature defines the approximate number of advanced device drivers that exist in an 
RSM platform’s database. 

An example of notification types, Domotz allows users to 
select from mobile and email notifications based on event type. 
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Business Impacts: An 
RSM platform with a 
large library of advanced 
drivers provides you with 
the tools and flexibility 
you need to improve the 
technology experience for 
the largest number of of your 
clients possible. Advanced 
drivers also improve your 
efficiency by speeding up the 
deployment time for a given 
system. 

3.2.2 - Approximate Number of Manufacturers Covered by  
Driver Database
Feature Description: Advanced drivers can be written for products made by many 
different manufacturers. This feature describes the approximate number of 
manufacturers covered by an RSM platform’s advanced driver library. 

Business Impacts: An RSM platform with an advanced driver library covering a variety 
of different manufacturers will provide you flexibility to choose the right smart-home 
technologies for your clients’ systems. Without confidence in your RSM platform to 
be brand agnostic in its driver development, you may find your choices limited when 
choosing appropriate system components in the future. 

3.2.3 - Advanced Driver Updates
Feature Description: As a device’s capabilities evolve, the corresponding advanced 
drivers can be updated and improved accordingly. This feature describes whether or 
not an RSM manufacturer actively updates their existing driver libraries as part of 
ongoing firmware updates.  

Business Impacts: Regular updates to advanced drivers ensure that your clients are 
benefiting from the most up-to-date monitoring capabilities. Regular updates can also 
help ensure that the network remains secure over time. 

As RSM technology improves 
and various network standards 
become increasingly common, 
RSM manufacturers will be able 
to broaden their overall 3rd party 
compatibility without having to 

write one-off drivers for every device and service. 
For now, however, the development of dedicated 
Advanced Drivers is one of the best leading 
indicators of a company’s compatibility with 3rd-
party systems. 

INSIDER
TIP
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3.2.4 - Gateway Integrations
Feature Description: Certain RSM platforms can integrate with 
various control system processors and gateways. Doing so allows 
the RSM platform to monitor and troubleshoot devices connected 
to these processors and gateways using various communication 
protocols such as Zigbee, Z-Wave, Cresnet, and Axlink.

Business Impacts: The significance of an RSM platform’s gateway 
integrations will depend largely on the types of systems you plan to monitor. 
However, generally speaking, an RSM platform that integrates with the broadest 
array of gateways give you the most freedom in offering monitoring services without 
limitations being imposed by the RSM platform.

3.2.5 - Protocols Used for Device Discovery
Feature Description: Device discovery is the process by which an RSM platform scans 
the network and automatically pulls in information about the devices it finds. This 
feature describes the various protocols that RSM platforms use during this process. 

Business Impacts: As a general rule, the more protocols an RSM platform leverages 
during this discovery process, the more data it will be able to automatically pull in. 
This means that data such as manufacturer, model number, and firmware version can 
be automatically populated, improving your efficiency by speeding up the overall 
deployment time. 

3.2.6 - Custom Service Monitoring Using SNMP
Feature Description: Simple Network Monitoring Protocol (or SNMP) is a widely 
used protocol for sharing device information across the network. RSM platforms 
that support custom service monitoring using SNMP allow users to view all SNMP-
accessible data available on any device across the network. 

Business Impacts: Custom service monitoring will improve your client experience by 
allowing you to integrate your RSM platform tightly with SNMP-enabled devices even 
if there is no pre-written Advanced Driver in the database.

3.2.7 - Extended Monitoring Protocols
Feature Description: Many consumer electronics devices, IoT products, and AV devices 
use protocols other than SNMP to make metadata available on the network. This 
feature describes which of these extended monitoring protocols an RSM platform is 
compatible with. 
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Business Impacts: Choosing an RSM platform that is compatible with a variety of 
extended monitoring protocols will allow you to deeply monitor the greatest possible 
range of devices. 

3.2.8 - VLAN Compatibility
Feature Description: escribes whether or not an RSM platform is capable of 
monitoring devices across separate VLANs. 

Business Impacts: If you currently deploy VLANs on your networks, or plan to in the 
future, this feature will allow you to use a single RSM device to monitor systems 
across the entire network.

3.3 - NETWORK MONITORING

In addition to monitoring the status of individual devices, RSM platforms are capable 
of monitoring the health of your overall network. This can include both the Local Area 
Network (LAN) and the internet connection, or Wide Area Network (WAN). 

3.3.1 - LAN Performance Monitoring 
Feature Description: In addition to up/down status of devices, this feature describes 
an RSM platform’s ability to measure latency and packet loss with specific devices on 
the LAN. 

Business Impacts: The ability to track basic network performance metrics for any 
given device can help you diagnose systemic issues with your infrastructure (switches, 
terminations, and cabling) that may only appear on the surface as problems with 
particular connected devices. 

It’s important to note that some RSM platforms can monitor LAN performance by 
directly polling devices on the network, while other RSM platforms require specialized 
(e.g. managed) switches in order to access this information. 
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3.3.2 - WAN Performance Monitoring
Feature Description: An RSM 
platform’s ability to monitor WAN 
performance metrics such as 
upload / download speed, latency, 
jitter, and packet loss.

Business Impacts: The ability 
to track the WAN’s performance 
will help uncover issues which 
can have a dramatic impact on 
the overall performance and 
reliability of the connected home. 
This information will improve your 
efficiency and client experience 
by enabling you to quickly diagnose underlying issues with the home’s ISP connection.

An example of WAN performance monitoring, BakPak’s “Speed Tests” function 
provides users with information on upload speed, download speed, latency, and jitter

Use these charts in the event 
that you need to demonstrate 
to your clients that WANs 
can be highly susceptible to 
inconsistent performance. 
In this way, they can used to 

reinforce the fact that certain problems on 
their system are caused by the ISP, and are 
unrelated to the quality of the components 
they purchased, or the manner in which 
those components were installed. 

INSIDER
TIP
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3.3.3 - WAN Chart for Quick Evaluation
Feature Description: Whether  or not an RSM platform makes a visual chart of past 
WAN performance metrics available for quick evaluation. 

Business Impacts: These charts can assist in the troubleshooting process as they can 
help you correlate the occurrence of intermittent problems the client is experiencing 
to issues with the quality of the WAN connection. 

3.3.4 - WAN Notification Adjustments
Feature Description: This feature describes the ability to adjust WAN notifications so 
that, for example, you could also receive notifications if the download speed dropped 
or the latency spiked passed below a user-defined threshold. 

Business Impacts: WAN notification adjustments can improve your client experience 
by allowing you to optimize your monitoring settings as needed to closely monitor a 
given connection. This can be useful if, for example, you have a client who has been 
experiencing frequent issues with their ISP and you want to monitor at a more granular 
level than the defaults. Conversely, these adjustments can improve your efficiency 
by allowing you to turn sensitivity down such that that notifications for brief internet 
speed changes are not generated.
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04 
The proper implementation of Troubleshooting features in an RSM platform can greatly 
enhance your client experience by allowing you to remotely solve more service requests 
in the moment when your client experiences an issue. These features also boost your 
operational efficiency by reducing unnecessary truck rolls (especially important during 
warranty periods) and by providing a clear historical record of who performed which 
actions to resolve any given service event. 

TROUBLESHOOTING
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4.1 - TROUBLESHOOTING TOOLS

While some troubleshooting tools are meant to be used by your basic support team 
for quick help, others are designed specifically to provide deep diagnostic abilities 
beyond the more surface-level information provided by the Monitoring features. Many 
of the tools in this section are common across all RSM platforms, such as integrations 
with networked power conditioners and PoE switches. While the specifics of each RSM 
platform’s troubleshooting implementation will differ, it is worth noting that these 
differences are likely to minimize over time. In other words, don’t overweight these 
features when comparing RSM platforms. 

4.1.1 - Support for Networked Power Conditioners
FEATURE DESCRIPTION: Integrations with networked power conditioners allow RSM 
platforms to power-cycle outlets, rebooting the device(s) connected to them. This 
feature enumerates the number of different brands of networked power conditioners 
an RSM platform is compatible with.  

BUSINESS IMPACTS: The number of brands an RSM platform natively supports may be 
a leading indicator as to their approach to 3rd-party integrations. It is impossible to 
know with certainty what type of networked power conditioners you’ll be using in the 
future, so you want to choose an RSM platform that will will not hamper your growth. 
Doing so will improve both your operational efficiency and client experience by maximizing 
the number of device reboots you can perform and the number of support events you can 
remotely resolve.  

All RSM platforms integrate with various networked power conditioners to allow for quick 
reboots of connected devices as illustrated here by OvrC’s native integration with WattBox.
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4.1.2 - Support for Networked UPS
FEATURE DESCRIPTION: Integrations with networked UPS (uninterruptible power 
supplies) allow RSMs to power-cycle outlets, rebooting the device(s) connected to 
them. This feature describes how many different brands of networked UPS an RSM 
platform is compatible with.

BUSINESS IMPACTS: See feature 4.1.1. It is impossible to know with certainty what type 
of networked UPS you’ll be using in the future, so you want to choose an RSM platform 
that will not hamper your growth.

4.1.3 - Support for PoE Switch Manufacturers
FEATURE DESCRIPTION: 
Integrations with PoE switches 
allow RSM platforms to power-
cycle individual switch ports, 
rebooting the device connected 
to them. This feature describes 
how many different brands of 
PoE switches an RSM platform 
is compatible with.

BUSINESS IMPACTS: See feature 
4.1.1. It is impossible to know 
with certainty what type of PoE 
switches you’ll be using in the 
future, so you want to choose 
an RSM platform that will not 
hamper your growth.  

In addition to creating drivers 
for particular PoE switch 
brands and models, which can 
provide greater confidence 
in the compatibility with 
that switch, some RSM 

platforms also offer “generic” drivers for 
any PoE switch. This enables a basic level of 
integration with most PoE switches. However, 
these generic drivers are not guaranteed 
to work since, at the time of this writing, no 
universal implementation of SNMP exists 
within the PoE switch universe. These generic 
PoE drivers are created using a pattern of 
common SNMP strings employed by various 
networking equipment manufacturers.

INSIDER
TIP
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4.1.4 - Support for Software Resets
FEATURE DESCRIPTION: RSM platforms are capable of 
utilizing a variety of different protocols to perform 
software resets of compatible devices. This feature describes 
how many different brands an RSM platform supports for 
software resets. 

BUSINESS IMPACTS: Software resets are frequently 
preferred to a hard reboot as they mitigate the risk for 
damage when power is abruptly pulled from a device. It also 
provides an additional option for resetting a device when a 
rebootable power outlet or PoE switch port is not used.

4.1.5 - Support for Shared Outlets
FEATURE DESCRIPTION: Oftentimes, multiple devices will be plugged into a single 
rebootable outlet, for example, via a plug strip. This feature allows multiple devices 
to be mapped to the same power outlet so that they are each rebootable within the 
RSM interface.

An example of PoE switch integrations, Ihiji’s ProVue allows users to 
reboot ports on supported network switches.
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BUSINESS IMPACTS: Without the ability to map multiple devices to a shared outlet, 
your service team won’t be able to fully leverage the benefits of remotely rebootable 
outlets. Having a visual indication that there are multiple devices connected to a single 
outlet also prevents you and other members of your service team from rebooting 
devices you didn’t intend to. In the absence of this feature, you could easily make 
a support situation worse if, for example, by attempting to reboot a cable box you 
unwittingly take several mission critical components connected to the same outlet 
offline while other parts of the system are in use.

4.1.6 - Warning on Power Cycle of Shared Outlet
FEATURE DESCRIPTION: Combined with feature 4.1.5, this feature describes a popup 
warning that indicates to a user when a shared outlet is about to be power-cycled and 
which other devices will be power-cycled with it.  

BUSINESS IMPACTS:  Being warned that there are multiple devices connected to a single 
outlet prevents you and other members of your service team from rebooting devices 
you didn’t intend to. In the absence of this feature, you could easily make a support 
situation worse if, for example, by attempting to reboot a cable box you unwittingly 
take several mission critical components connected to the same outlet offline while 
other parts of the system are in use.

4.1.7 - Network Scan Tool
FEATURE DESCRIPTION: Network scanning is an on-demand tool designed help you find 
any connected device, along with its associated IP address and MAC address, on the network.
This feature describes whether or not an RSM platform offers a network scan tool.

BUSINESS IMPACTS:  Network scans improve your operational efficiency by providing 
on-demand access to helpful troubleshooting information. For example, network scans 
allow you to identify new devices on the network or to locate devices that have lost or 
changed their IP addresses. 

4.1.8 - Popular Remote Access Protocols Supported
FEATURE DESCRIPTION: RSMs can use a variety of remote access protocols to create a 
secure tunnel into devices on the network. These can include protocols such as HTTP, 
HTTPS, Telnet, SSH, RDP, and more.

BUSINESS IMPACTS: You should look for an RSM platform with broad support for 
remote access protocols. The ability to create secure tunnels directly into a wide 
variety of devices improves your efficiency by allowing you to perform advanced 
troubleshooting and diagnostics on devices without the need for a VPN. 
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Remote access features allow RSM users to connect to systems using a 
variety of services as shown here by Ihiji’s Connect Ninja.

4.1.9 - Scheduling of Resets
FEATURE DESCRIPTION: The ability for 
an RSM platform to schedule device 
power resets to recur at regular 
intervals. 

BUSINESS IMPACTS: Scheduling 
recurring resets is an effective way 
to deal with stubborn devices that 
experience frequent issues which are 
resolved by a simple reset. A recurring 
reset can prevent client frustration 
when frequently having to call or 
manually reset these problematic 
devices on their own. This feature also 
improves your efficiency by reducing the amount of time you spend performing basic 
support on these problematic devices. 

Scheduled resets are 
especially helpful for 
devices like media 
streamers and cable 
boxes, which benefit from 
regular reboots. Use this 

feature to schedule a weekly reset of 
these devices at a time when no one is 
likely to be using the devices - every 
Tuesday at 3AM for example.

INSIDER
TIP
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4.1.10 - Reset Macros 
FEATURE DESCRIPTION: The ability 
to set up multi-step product reset 
sequences (i.e. “macros”). In this way, 
a single button press or network event 
can trigger a reset of multiple devices 
in turn.  

BUSINESS IMPACTS: Reset macros 
are useful for dealing with multiple 
devices that are part of the same 
signal chain. For example, if a client 
experiences frequent issues with 
their ISP, a sequence could be programmed to reboot the modem, router, and switches 
in a pre-defined order. This improves your operational efficiency by allowing you to 
quickly reboot devices which often need to be reset in turn. This feature also improves 
the client experience by speeding up the troubleshooting process when multiple device 
resets are needed. 

4.1.11 - Auto Reboots
FEATURE DESCRIPTION: The ability to 
automatically reboot a device based 
off of predetermined criteria such as 
consecutive missed pings.

BUSINESS IMPACTS: Auto reboots 
improve the client experience by 
enabling a type of “self-healing” 
on the network. By automatically 
rebooting devices that appear to be 
malfunctioning, the RSM platform 
can resolve some common issues 
before your client knows about or is 
affected by the problem. In addition 
to improving uptime for your client, 
this feature boosts your efficiency 
by reducing support time you would otherwise spend on issues that could have been 
resolved with an automatic reboot. 

In addition to networks, 
reset macros can also 
work well for problematic 
HDMI signal chains. You 
use this feature, for 
example, to reboot a 

source, AV receiver, transmitter, and 
display in a pre-defined order with one 
command.

INSIDER
TIP

Be careful when 
employing this feature 
on an RSM platform. 
Some devices may have 
unknown downtimes 
when going through 

automatic firmware updates. If this 
downtime exceeds the trigger delay for 
your auto reboot setting, then you may 
inadvertently cause a potentially serious 
issue by continuously power cycling a 
device that is simply trying to download 
perform a firmware update.

INSIDER
TIP
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4.2 - AUDITING TRAIL

Auditing features are designed to capture detailed records of actions performed on 
the system. Not only do these audit trails provide historical context that can be helpful 
in troubleshooting, but they ensure accountability across your service team. 

4.2.1 - History of User Actions 
FEATURE DESCRIPTION: The 
ability to log a record of 
all actions performed on a 
system by a given user. 

BUSINESS IMPACTS: By 
allowing you to see exactly 
who has performed which 
troubleshooting actions, 
this feature can vastly 
reduce troubleshooting 
time, especially for a 
system experiencing recurring issues. This improves both your operational efficiency 
and your client experience. Additionally, this feature allows you to perform employee 
reviews as needed to ensure that team members are adhering to your company’s 
remote support policies. 

4.2.2 - History of Device / Service Actions
FEATURE DESCRIPTION: The ability to log a record of all actions performed on or by 
a particular device or service. This can include actions performed by users, such as 
reboots, and actions performed by the device or service itself, such as drop-offs and 
reconnects.  

BUSINESS IMPACTS: When recurring issues occur, troubleshooting can be made more 
efficient by allowing a service tech to see what actions have already been performed 
on a device

An audit trail of user actions can 
be invaluable in the event that a 
client ever questions which actions 
were performed on their system. 
For example, if a remote support 
event happened to coincide with a 

catastrophic, but completely unrelated, failure on 
some other part of the system, this audit trail could 
provide a valuable record proving your team was 
not liable.  

INSIDER
TIP
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05 
The special features of an RSM platform are those designed to make a particular platform 
unique relative to its competition. These features can be designed to improve both the 
client and user (i.e. integrator) experience, as well as to improve your operational efficiency.

SPECIAL FEATURES
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5.1 - MOBILE APPS

Apps allow for a convenient means of accessing your RSM platform to perform 
diagnostic and troubleshooting work when you’re on the go. Some RSM platforms also 
offer a customer-facing version of their app which allows clients to perform basic 
troubleshooting and system monitoring on their own systems. 

5.1.1 - Client-Facing App for Monitoring
Feature Description: Client-facing apps are specifically designed to allow the 
homeowner or other end-users to access limited portions of the RSM, in this case 
focused on monitoring.

Business Impacts: Giving select clients the ability to monitor their system can improve 
their experience by providing them with the independence of an MIY (monitor-it-
yourself) system. This can also help reinforce the value of monitoring services in 
general. 

5.1.2 - Client-Facing App for Troubleshooting
Feature Description: Client-facing apps 
are specifically designed to allow the 
homeowner or other end-users to access 
limited portions of the RSM, in this case 
focused on troubleshooting.

Business Impacts: Similar to feature 
5.1.1, giving select clients the ability to 
troubleshoot their system can improve 
their experience by providing them 
with the independence needed to begin 
performing their own basic support. 
Having this tangible tool can also help 
reinforce your value as a service provider 
as clients will know they already tried 
the “simple fix” before asking you to get 
involved. Lastly, these apps can improve 
your efficiency by allowing your client to 
resolve some of their own issues that you 
otherwise might have trouble billing for.

Client-facing apps 
can be a double-
edged sword. When 
deciding if and how 
to deploy them, 
careful consideration 

should be given to the personality 
of the specific client. While some 
clients will enjoy having access 
to these tools, others may feel 
overwhelmed or confused by them. 
Others still may begin to rely too 
heavily on them. For example, by 
constantly performing reboots of 
a problematic device, a client may 
be masking a broader issue on the 
network that may eventually result 
in a larger issue.

INSIDER
TIP
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5.1.3 - Dealer App
Feature Description: A purpose-built app for the Technology Manager to monitor, 
diagnose, and troubleshoot systems on-the-go.

Business Impacts: An app designed for the Technology Manager improves efficiency 
and the user experience across your organization by enabling your team to take action 
on support events from anywhere. While some companies have dedicated remote 
service teams who will use the full web interface almost exclusively, many companies 
will benefit from the ability to interact efficiently with the RSM platform from a 
mobile device. 

5.2 - PUSHING THE ENVELOPE

By and large, the features analyzed in this ebook are common across multiple, or even 
every, RSM platform. As the category of RSM continues to mature, it will increasingly 
become the case that manufacturers will standardize even further on a common set of 
features. However, like any other category, there is always room for innovation. The 
features in our “Pushing the Envelope” section represent creative thinking by individual 
manufacturers who are striving to solve problems in unique ways for their users. 

Dealer facing apps have become a popular feature on most RSM platforms. Domotz Pro, 
shown here, offers a dashboard providing quick access to various sections of the software. 
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Because these represent cutting-edge features that are especially subject to rapid 
evolution across different manufacturers, be sure to keep an eye on this section of our 
online RSM Master Feature Matrix.

Centralized Firmware Management
Feature Description: The ability to manage firmware updates on devices across 
multiple sites. 

Business Impacts: Centralized firmware management can improve your efficiency by 
providing you with a central portal to perform firmware updates across multiple sites. 
For example, if you deployed the same router across 50 different sites, the firmware 
on all 50 routers could be be updated from a single area, instead of having to remotely 
access all 50 sites one at a time. 

Automatic Port Mapping
Feature Description: The ability to automatically detect which device is connected to a 
given port on select network switches. 

Business Impacts: Automatic port mapping improves your efficiency by eliminating the 
need to manually document the order in which devices are wired into a network switch.

Domotz’s Automatic Port Mapping feature provides insights 
about how devices are connected to supported switches.

http://bit.ly/OneVisionRSMMatrix
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Device Visibility Protocol
Feature Description: The Device Visibility Protocol (DVP) is the first-and-only RSM 
standard, allowing consumer electronics manufacturers and their dealers to gain rich 
insights into the health installed hardware. 

Business Impacts: The DVP allows manufacturers to provide better visibility into 
device health for their dealers, improving the customer experience. The fact that the 
DVP runs on the embedded web server of the manufacturer’s device allows for turnkey 
implementation and keeps resource requirements on the RSM platform to a minimum.
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06 
All of the RSM platforms included in our review currently utilize some sort of on-site 
hardware, often called an appliance, to provide their monitoring data. While most of the 
differentiation between RSM platforms is driven by software implementations, it is 
worth paying attention to the different hardware employed by each company. It is also 
worth noting that, while RSM platforms often use a dedicated appliance, it is becoming 
increasingly common for the RSM software to be embedded into other devices, such as 
routers or network controllers. 

HARDWARE
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6.1 - HARDWARE SPECS

These features describe the various hardware specifications of the RSM hardware.  
These specs can have an impact on the overall performance of your RSM, which impacts  
the efficiency and usability of the platform. 

6.1.1 - Network Bus Speed
Feature Description: The speed rating of the network bus on 
the RSM hardware.

Business Impacts: This feature can have an impact on the 
RSM platform’s ability to perform accurate ISP speed tests. 
Any RSM hardware with a 10/100 Mbps network bus will 
only be able to test ISP speeds up to 100 Mbps. With many 
ISP’s now offering download speeds in excess of this number, 
it is important to note that speed testing connections over 100Mbps requires the RSM 
hardware to have a 1 Gbps network bus.

6.1.2 - International Compatibility 
Feature Description: Describes whether an RSM platform offers a 220-Volt version of 
their hardware for use outside of the U.S.

Business Impacts: International compatibility is a must-have if you plan to offer 
monitoring services in countries that utilize 220-Volt power. 

6.1.3 - Power Connection Type
Feature Description: Describes the type of power connecter used by the RSM hardware. 

Business Impacts: If you plan to regularly install your RSM hardware in tight spaces, such 
as structured wiring enclosures, this feature is worth considering. USB style connectors 
can require more care to ensure that the power cord does not inadvertently become 
disconnected.
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PRIVACY & SECURITY
Given the growing connectedness of today’s home, privacy and security concerns 
should be top-of-mind for anyone working in the connected home. By their very nature, 
RSM platforms have a high-degree of visibility into large portions, if not the entirety, 
our your customers’ networks. Hence, it is critical that whatever RSM platform you 
deploy takes data security seriously. 

We asked all four of the manufacturers who participated in this review to provide 
a brief explanation of their approach to the privacy and security of end-user and 
integrator data. 

Bear in mind that even with industry-best security practices, some clients may not 
want an RSM platform on their network because it gives you, the Technology Manager 
(i.e. a 3rd-party), access to their systems. This is particularly common with commercial 
entities, but may also apply to certain homes. In those situations, monitoring services 
may simply not be appropriate regardless of which RSM platform you are using.
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Control4’s BakPak
Control4 takes the security of our customers and 
dealers information very seriously. We implement 
different security standards to protect all 
communication, data transfer, and data storage. All 
of our web properties are secured with Transport 
Layer Security/Secure Sockets Layer (TLS/SSL) protocols using 256-bit encryption.

In a nutshell, our products provide Access Control, Auditing, Authentication plus Two-
factor authentication, and encryption to minimize security threats against our dealer’s 
and customer’s information across the entire Control4 ecosystem.

Domotz
Security is a number one concern for any feature 
Domotz implements. Domotz has adopted 
administrative, physical, and technical industry-
standards (including encryption, firewalls and SSL) 
to safeguard the security of services and to protect the confidentiality of personally 
identifiable information. When designing and developing the Domotz solution, the 
Principle of Least Privilege, a long-established best practice in information security, 
was adopted.

Moreover, since the early phases of development, Domotz has engaged independent 
bodies to perform continuous security assessments and penetration testing and we 
continue to do so on a recurring basis. On a practical level, data in the Domotz cloud is 
as safe as other mainstream cloud services, such as iCloud or Dropbox. Domotz built 
its cloud solution using the best and most common practices with regard to security, 
raising the bar within the custom install industry.

System security will ultimately rely on the strength of a user’s password, which is the 
reason why we provide hints to enforce minimum standards during account creation. 
Domotz’s infrastructure allows for continuous improvement and will constantly 
introduce enhanced security features.

Furthermore, customer privacy is an important part of Domotz’s policy. Any 
information stored is upheld using industry-standard best practices for data privacy. 
Customer data considered to be personal and private are handled with the utmost 
security, in line with Domotz’s infrastructure security policies.

https://en.wikipedia.org/wiki/Principle_of_least_privilege
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Ihiji 
Ihiji has always taken privacy and security seriously. The Ihiji 
Invision solution was engineered with security in mind, in 
that there were no requirements for port forwards and the 
Ihiji appliance lived behind a firewall without the need for 
port forwards. Within Ihiji Invision, Ihiji only tracks general 
health and performance information on network devices. Ihiji 
does not have access to client files, personal information, or network traffic. Ihiji does 
not sell or provide any 3rd-party access to the data collected by Ihiji Invision. Ihiji has 
internal best practices and policies in place to ensure security is not an afterthought.

OvrC
We take matters of privacy and security very seriously 
here at SnapAV. When it comes to protecting end-user 
data, we continue to make feature, firmware, and backend 
improvements to ensure the latest security practices are 
in place. 

From the beginning, we have incorporated bank-level security into the OvrC platform 
at all levels. This means that our devices and applications communicate to our cloud 
over encrypted communication methods. Additionally, our servers are designed with a 
distributed architecture model where the user data can only be accessed by a limited 
number of SnapAV administrators. This means that in the unlikely event that any of our 
devices were ever compromised in any way, the most that an individual would be able 
to do is control the device that they have physically in hand. By hosting our platform in 
AWS, we also leverage the latest and greatest security features offered by Amazon. 

The biggest threat actually comes from misuse by active account users. We have 
taken steps to combat this by providing user access permission controls to the OvrC 
account owner/admin. This includes the ability to limit an employee’s access to certain 
customers, sites, and camera snapshots. As with all features and capabilities within 
our platform, we will keep pace with the always evolving cybersecurity world and will 
continue to make updates and changes to keep our customers and their data safe.  

As an added measure, we leverage 3rd-party security firms that routinely perform 
audits of our platform, devices, and applications. We leverage the results of those 
audits to drive additional enhancements to the security aspects of OvrC. You’ll 
continue to see enhancements in future releases of OvrC.
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CONCLUSION
As the connected home industry continues to grow and evolve at an unprecedented 
pace, it has become more important than ever for you to provide your clients with 
world-class service. Leveraging the robust RSM platforms available on the market 
today is one of the best ways to do this. Thankfully, the variety of options available 
on the market mean that there are good options available to chose from no matter the 
size of your business, the types of products you deploy, or the types of projects you 
typically install. Ironically however, the number of choices available can also lead to 
confusion, causing many to suffer from analysis paralysis. 

We hope this ebook and accompanying RSM Master Feature Matrix have helped shine a 
light on the key factors you should consider when evaluating your options. Ultimately, 
the most important decision you can make is to simply pick one and get started. 
Whichever RSM platform you chose, your business will reap numerous benefits. Your 
remote troubleshooting and diagnostics will improve, driving up client satisfaction 
and paving the way for more referrals and the sale of premium service memberships. 
Equally important is how the adoption of RSM in your business will dramatically 
improve your efficiency, reduce your operating costs,and improve work/life balance 
for you and your team. 

If you have any questions at all about the selection of an RSM platform for your 
business, please do not hesitate to contact us at rsm@onevisionresources.com.

http://bit.ly/OneVisionRSMMatrix
mailto:rsm%40onevisionresources.com?subject=RSM%20question
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ABOUT ONEVISION
OneVision is the modern Technology Manager’s service platform. We partner with the 
industry’s top home technology professionals to provide world-class tech support to 
their clients, 24/7/365.

Beyond benefiting from happier clients and improved work-life balance, our Partners 
also gain access to the OneVision Platform — the industry’s first and only holistic 
solution designed to completely modernize their service operations. 

From robust ticketing software and quick communication tools, to advanced 
notification and on-call management systems, we implement a comprehensive suite of 
enterprise-class service solutions on our Partners’ behalf designed to improve their 
client service experience and streamline their operations. Moreover, our Partners 
benefit from access to our RMR sales and marketing engine, a turnkey solution proven 
to convert significant portions of their client base to premium service memberships. 

Contact us today to see how we can help you make the transition to becoming a 
service-first company!  

www.onevisionresources.com 

http://www.onevisionresources.com
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