
VIRTUAL FACILITIES MANAGEMENT: AUGMENTED 
REALITY TAKES SERVICE CALLS TO THE NEXT LEVEL  

On-demand Support
Between aging infrastructure and increasingly sophisticated operating 
systems, the maintenance required for critical, high-value campus assets 
can be frequent and complicated. Onsite technicians often need support from 
off-campus experts, but accessing such resources may be difficult and time-
consuming. The disconnect between what an onsite technician sees and what a 
technical support person on the phone describes creates frustration and slows 
the repair process. The time it takes to communicate the issue, describe the 
troubleshooting process, and identify a solution leads to more downtime of 
critical assets and negatively impacts quality of life on campus.

To alleviate these issues and improve campus operations, Sodexo is currently 
piloting an augmented reality technical support program at numerous 
campuses throughout the United States. Augmented reality glasses make it 
easy for technicians to access support, identify problems, and quickly find 
solutions. This high-tech approach is especially useful for the maintenance of 
some of the most complex systems and machines on campus, such as chillers, 
boilers, building automation systems, rooftop units, and HVAC systems. 

How It Works
A technician puts on the glasses and dials the Sodexo Command Center, a hub 
of facilities maintenance experts available 24 hours a day. Once connected, the 
Command Center representative can see exactly what the onsite technician 
sees, eliminating communication issues and enhancing efficiency. Through 
advanced live-streaming technology, the onsite technician and the Command 
Center representative work together to identify problems and implement 
solutions. 

In addition to providing real-time video access to assets, augmented reality 
glasses enable Command Center representatives to overlay equipment diagrams 
or schematics and point to, circle, or otherwise highlight things on the screen 
during the repair process, directing onsite technicians to specific areas that 
require attention. These 3D annotations ensure clear communication and fast 
issue resolution. 

Support sessions can be recorded and archived, creating an excellent training 
tool for other onsite technicians. Recorded sessions also serve as a form 
of maintenance record keeping and enable onsite technicians to review 
troubleshooting steps if issues recur in the future.
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