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In this case study, you will learn:  

 How one company is using mobile video to dramatically  

reduce travel costs 

 How using mobile video can position your company as the  

most responsive in its class 

 How mobile video can facilitate triaging and remote  

diagnostics pre-dispatch 
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OVERVIEW 
SI Defense Solutions provides 
suspension products and specialty 
off-road vehicles to highly 

demanding customers in the public sector. 
“Our key differentiator is really the breadth 
of experience our team offers,” says David 
Holden, CEO and President of Mooresville, 
NC-based MSI. All told, MSI’s small team has 
more than 300 years of experience in racing, 
in everything from offroad, motorcycle, and 
motocross, to Formula 1 and NASCAR. 
 
As the leader of a small, agile team, Holden 
wasn’t happy about the amount of time his 
team was spending on the road each year 
traveling. “We found ourselves sending 
someone for a day’s travel in order to 
complete a 10-minute service call, possibly 
for a user that had the installation steps 
reversed. If you think about that sort of 
event happening not once, but hundreds of 
times per year, you realize the amount of 
expense and opportunity cost incurred,” 
says Holden.  
 
As a prime contractor to the U.S. 
government and a provider to the 
Department of Defense, “schedule is king,” 
says Holden, “When you can get to the 
solution faster, that’s a big deal and has real 
value in the marketplace.” At any given time, 
MSI products are in use in harsh 
environments across the world. One of 
MSI’s key objectives became providing 
rapid, visual, remote support to customers 
who were several thousand miles away. 
 

 

 

 

 

 

 

 

 

 M The new Phantom Badger, the product of a 

joint collaboration between MSI and Boeing, 

provides teams in demanding environments 

with increased mobility. As MSI roll outs the 

Badger, VIPAAR is a key component of their 

installation and remote support procedures. 
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BEFORE 
VIDEO 

raditionally, MSI supported its 
product in the field by dispatching its 
experts to the site with the issue. On 

average, MSI’s team was spending 260 man-
days per year traveling. With an “on-site-
required” model, it was taking MSI on 
average days to provide support in the case 
of equipment requiring repair. Holden’s 
primary concern wasn’t travel expenses, 
though, but opportunity cost:  when his team 
members are on planes, they’re not refining 
or developing new product.  Because MSI is 
a technology company, they are necessarily 
introducing users to new solutions.  They 
have found that sometimes, technology 
introduction is a bit more tedious and 
requires more support, which has 
traditionally meant on-site and in-person 
support. 
 
“At some point, I think we realized that we’d 
have to adopt a video solution,” says Holden, 
“We wanted something that gave you the 
enterprise features you need in this industry, 
but that also was really simple to use. 
VIPAAR was unique because they handle 
the installation and training process 
completely, and they provide ongoing 24/7 
support. That was really important to us.” 
 
Beyond enterprise management features, 
Holden was looking for a solution that 
offered advanced recording and archiving 
features, so his team could begin creating a 
searchable “catalog of fixes.” “With most 

fixes there is something new learned,” says 
Holden, “When there’s one person on site 
completing the repair, that person is the 
only one who benefits from that process. We 
wanted a solution that allowed us to capture 
video of our experts working in real-time, so 
our entire team would have continued 
access to that body of expertise. VIPAAR’s 
ability to offer that feature instantly made it 
more valuable for us.” T 

The MSI team on average was spending 4-6 

man-days per week traveling to remote sites. 

“By decreasing our travel costs by a third in a 

short period, VIPAAR’s solution is achieving 

greater than 4x ROI,” says Holden. 
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THE NEW 
MODEL 
 

 

 

 

 
oday, MSI is using VIPAAR to connect 
its Mooresville, NC-based team of 
experts with customers and their own 

team members in the field. “VIPAAR has 
helped compress time and has allowed our 
subject matter experts to cover more 
ground. In other words, VIPAAR really is a 
competitive edge between us and the 
competition,” says Holden. As one example, 
less than 24 hours after installation, MSI 
connected a Mooresville-based expert with 
a technician at a testing site in Nevada, 
allowing verification of a new installation 
and preventing unnecessary travel. 
 
Beyond the reduction in MSI’s travel costs, 
MSI is able to harness its entire team’s 
diverse knowledge base when solving a 
remote problem. This means that 
oftentimes, two or three of its experts assist 
when a problem arises in the field, a 
difference that MSI believes gives it a leg up 
in the marketplace. “MSI partners with large, 
international organizations to build and 
market its products. VIPAAR has given us a 
true marketing differentiator because of the 
level of support it allows us to provide both 
during and post installation,” says Holden. 
 

In terms of marketing, VIPAAR has allowed 
MSI to develop its brand as a business that 
provides exceptionally responsive support. 
“We all know Zappo’s because of one thing - 
customer service. It’s really MSI’s vision to 
provide a level of service for its products 
that goes beyond what’s expected, and 
VIPAAR is helping us achieve that. When 
something comes up in the field, our experts 
are minutes, not days or hours, away,” says 
Holden. 
 
“Mobile video is completely changing the 
way companies can provide support. Five or 
ten years ago, most of us wouldn’t have 
imagined using video on our cell phones to 
support equipment. But that day has 
arrived,” says Holden, “In our industry, 
customer support and immediate resolution 
are incredibly important. Even if we 
ultimately have to send someone on site, 
which we’re doing less of, our team arrives 
more prepared and aware of the issue when 
we use VIPAAR. It’s transformative.” 
 
 
 
 
 
 
 

T 

By avoiding roughly one trip for its team per 

week, MSI has reduced travel costs by nearly 

a third in less than two months with VIPAAR. 
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VIPAAR IN USE 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

One of MSI’s remote experts (hand on left) assists an on-site technician (hand 

on right) in diagnosing a mechanical problem.   

A MSI expert in Mooresville, NC gestures to indicate where a potential issue 

with a vehicle undergoing testing in Nevada may be.  
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