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EXECUTIVE SUMMARY

In the competitive transit digital signage sector, achieving service reliability and scalability
is crucial for long-term success. This case study examines how Manayill Consulting
worked with a small business to overcame operational challenges, evolving into a nimble,
high-performance service provider capable of meeting the demands of an expanding

customer base.

As with any small business, scaling hurdles tied to resource limitations is a common cha-
llenge. Typically, the challenge manifests as a hindrance to maintain uptime and deliver
the optimal level of service that customers expect. Taking a methodical approach to
address these challenges is crucial in establishing a solid foundation for growth. This case
study explores how Manayill Consulting overcame these hurdles through sustained inter-

vention, in tandem with the client's immediate needs and anticipated requirements.

Key improvements included the implementation of 24/7 support, real-time system monito-
ring, and the creation of detailed technical documentation, all tailored to the unique needs
of the transit signage industry. As a result, the client experienced faster response times,
more consistent service quality, and increased customer satisfaction. The support infras-
tructure put in place also gave the client the confidence and capability to handle larger

projects and pursue new business opportunities.

This case study highlights the importance of addressing operational inefficiencies with
targeted solutions that not only solve immediate problems but also lay the groundwork for
sustainable growth. By creating a robust support system and equipping the client to handle
evolving market demands, Manayill Consulting provides pivotal aid that resonates through

sustained organic growth.
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THE NEED FOR TRANSFORMATION

SMEs in the transit digital signage industry operate in a fast-paced, high-demand
environment where real-time responsiveness and operational reliability are paramount.
However, many small-scale operators face systemic challenges that make growth difficult
and scaling operations almost insurmountable. The gap between customer expectations
and available resources often leaves these businesses grappling with inconsistent service

quality and an inability to meet increasing demand.

\ \\\‘

Our client, a sole proprietor specializing in transit digital signage, was no exception.
Despite their expertise and a solid reputation in the market, surmounting challenges
became clear as day for sustainable growth. Operating with a small team and limited
resources while meeting the rising expectations of customers who required 24x7 support,
rapid response times, and consistent service quality posed a formidable challenge.
Recognizing these challenges, the client sought a partner with Manayill Consulting to
address immediate operational gaps while establishing a foundation for anticipated client

acquisitions
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ADDRESSING THE BOTTLENECKS

Small businesses often struggle to align their capabilities with the increasing demands of a

competitive market. This is especially true in sectors with vast a market size, increasingly

looking to digitize operations. Our client faced several systemic challenges that are

emblematic of the industry. Manayill Consulting’s mission was to develop and implement a

solution that would streamline operations, improve service quality, and provide the

infrastructure needed to support sustainable growth.

SMEs experience systematic challenges due to several factors, including:

Inadequate Support
Infrastructure
The absence of a 24x7 support
system limits the ability to meet
real-time service demands. This
increases response times and

contributes to customer

dissatisfaction during critical periods.
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Knowledge
Silos
The absence of centralized
documentation confines key
operational knowledge to specific
team members, creating bottlenecks
and making the onboarding process

for new staff time-intensive.
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Operational
Inefficiencies

A lack of standardized workflows

and troubleshooting processes
causes delays and inconsistencies

in service delivery, reducing the
ability to respond effectively to client

needs.
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Resource
Constraints
The team operates under significant
strain, managing multiple
responsibilities without adequate
tools or support to sustain consistent
service quality.

Limited
Scalability
Existing processes and tools are not
designed to accommodate larger or
more complex projects. This
limitation hinders scalability and
restricts growth opportunities in
competing for high-value contracts.

Talent
Retention
Difficulties in attracting and retaining
skilled professionals in a competitive
market further strain resources and

restrict operational capacity.
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SOLUTION FRAMEWORK

A 5-Stage Approach to Operational Transformation

vy

1 Vision: Creating a Growth-Oriented Framework ©®©

Our first step was to assess the client's operational landscape and understand their vision
for growth. Manayill Consulting collaborated with the client to identify key
goals—establishing continuous support, creating a proactive system administration model,
building documentation systems, and developing a skilled team. This collaborative vision
helped lay the foundation for targeted, sustainable solutions that aligned with the client's

unique challenges.

2 Strategy: Designing Tailored, Industry-Specific Solutions g—,{

To achieve the client's vision, we crafted a targeted strategy focusing on three core areas:

= Continuous Support: We established a 24x7 support desk tailored to the
fast-paced demands of the transit digital signage industry. This desk would

provide real-time issue resolution, ensuring reliable, always-on service.

= Proactive System Administration: We implemented a system administration
model with automated monitoring and security protocols, minimizing downtime

and improving reliability.

= Centralized Knowledge Documentation: We developed a structured,
accessible documentation system to support rapid troubleshooting and

standardized training for new hires.
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SOLUTION FRAMEWORK

A 5-Stage Approach to Operational Transformation

3 Methodology: Structured Processes for Consistency E(_—I

We implemented a series of structured processes to support each strategic component:

= Support Desk Setup: We designed an escalation system that allowed the
client to prioritize urgent issues and ensure rapid resolution. This proactive
setup reduced dependency on senior team members and enhanced operational

efficiency.

= System Monitoring and Security: Using automated monitoring tools, we
established real-time alerts and security protocols, enabling the client to

anticipate and address potential issues before they impacted operations.

= Documentation Development: We created comprehensive technical
documentation, including system operation guides, troubleshooting steps, and
support workflows. This centralized resource supported knowledge-sharing,
streamlined onboarding, and empowered team members to handle issues

independently.

= Training and Skill Development: A tailored training program was introduced
to upskill the existing team in system administration, troubleshooting, and
customer support. This initiative enhanced technical competence, boosted team

confidence, and reduced reliance on external resources.

= Process Standardization and Automation: Key workflows were analyzed and
standardized to ensure consistency in service delivery. Where possible,
automation tools were integrated to minimize manual intervention, reduce

errors, and improve response times.
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SOLUTION FRAMEWORK

A 5-Stage Approach to Operational Transformation

4 Platform: Equip with the Right Tools and Talent

To ensure that the client had the resources needed to maintain the implemented systems,

Manayill Consulting focused on building both technological and human capabilities:

= Skilled Team Recruitment and Training: We recruited technically skilled team
members who could provide virtual training on industry best practices and customer
support protocols. Regular training sessions and development programs ensured
the team could keep up with evolving technologies and maintain high service

standards.

= Scalable Infrastructure: Each system—support, documentation, and system

administration—was designed for scalability, enabling the client to expand

operations without compromising on service quality.

5 Continuous Improvement: The Groundwork for Growth (@

A system of continuous feedback and improvement became the cornerstone of our strategy,
enabling adaptability and long-term success. By embedding regular reviews and tracking
performance metrics, we identified opportunities for refinement and innovation. This approach
ensured that processes remained aligned with the client’s evolving needs, fostering a proactive

rather than reactive culture.
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THE RESULTS

Implementation Strategy

Manayill Consulting’s approach to implementation was rooted in phased, collaborative
deployment, ensuring minimal disruption to ongoing operations. Over a three-month period, our
team worked closely with the client to establish the 24x7 support desk, develop and integrate
the technical documentation system, and set up proactive system monitoring. Each step
included hands-on training and support, ensuring that the client’s team was fully prepared to

sustain these systems independently.

Outcome: Empowering Growth Through Efficiency

Improved Operational Efficiency

The introduction of 24x7 support, proactive system administration, and a comprehensive
documentation system led to significant improvements in efficiency. Response times improved,
and team members could address customer needs with greater autonomy, ultimately

enhancing service consistency and reducing downtime.

Enhanced Customer Satisfaction
The support desk’s continuous availability and high responsiveness raised the bar for customer
service quality. Feedback indicated improved satisfaction and increased loyalty, as customers

could rely on quick, accurate responses regardless of the time.

Sustained Revenue Growth and Market Positioning

With an optimized operational framework, the client was able to onboard new projects, expand
their customer base, and attract larger clients, leading to notable revenue growth. Manayill
Consulting’s interventions positioned the client as a reputable provider in the transit digital

signage market, establishing a solid foundation for further expansion.
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KEY TAKEAWAYS

Reflections

This transformation highlights the value of a structured, phased approach to change
management for small businesses. Key takeaways include best practices and common

mistakes to avoid for sustainable success.

Focus on Scalability
Scalable systems are crucial for growth. Businesses must invest in adaptable infrastructure and
automated processes that can accommodate increased demand. A common mistake is

postponing system upgrades, which can lead to bottlenecks as the business expands.

Empowering Teams
Centralized knowledge and continuous training empower employees to work independently and
maintain service quality. Failing to implement standardized training or documentation creates

knowledge gaps and leads to inefficiencies.

Proactive Operations
Proactive system administration prevents downtime and builds customer trust. Many
businesses fall into a reactive mindset, only addressing issues after they’ve impacted clients,

damaging their reputation.

Avoiding Overextension
Scaling too quickly without adequate resources can strain operations. It's essential to assess
capacity, seek external support and ensure the business can handle increased demands before

expanding too fast.

Continuous Feedback and Improvement
Regular feedback ensures systems stay relevant and efficient. Neglecting continuous

evaluation can lead to stagnation and an inability to adapt to changes in the market.
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INDUSTRY INSIGHTS

The digital signage industry is thriving both in the U.S. and globally, driven by advancements in
technology and increasing demand across various sectors. In 2023, the global market size was
valued at approximately $26.76 billion and is projected to grow at a compound annual growth
rate (CAGR) of 8.1% from 2024 to 2030. The U.S. market remains a key contributor,
particularly in the retail and transportation sectors, where adoption of innovative solutions like

interactive kiosks and transparent LED displays is accelerating.

Retail leads as a major adopter, representing over 21% of the U.S. digital signage market. This
segment uses digital displays for engaging in-store experiences and competitive advertising.
Meanwhile, the transportation sector continues to expand its use of digital signage at airports,

metro stations, and bus stops for dynamic content delivery

Globally, advancements in hardware technology, such as energy-efficient and high-resolution
displays, are boosting adoption. For instance, transparent LED screens, which offer over 80%
transparency, are becoming popular due to their aesthetic appeal and space-saving designs.

The increasing integration of Al and cloud-based solutions further enhances content

customization and management capabilities

These trends highlight digital signage's growing role in reshaping communication and

marketing strategies across industries.

Insights from:
https://www.grandviewresearch.com/industry-analysis/us-digital-signage-market
https.:.//www.grandviewresearch.com/industry-analysis/digital-signage-marke

https.:.//www.mordorintelligence.com/industry-reports/united-states-digital-signage-market
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Delivering Expectations
In A Tensor World

About Us

Manayill Consulting is a forward-thinking business consulting and technology solutions
provider, focused on helping small and medium sized enterprises (SMES) navigate the
complexities of modern business. Founded in 1999 in Bengaluru, India, we started by
offering steel detailing services, but over the past 25 years, we’ve evolved into a
multifaceted consulting firm delivering customized technology, consulting, and operational
support solutions to clients across the globe. We understand the unique needs of each
business we work with; for our business consultants, genuine compassion and
commitment come naturally. Our goal is to be a trusted partner who helps you streamline
operations, boost efficiency, and achieve lasting growth that paves the way for mutual

SUcCcCess.

MANAYILL CONSULTING www.manayillconsulting.com



