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Servitization: A Complex Journey To Longer
More, Profitable Service Agreements

In this two-part white paper, our aim is to explore the transformative world

of servitization - a business model that transcends traditional transactional

product sales and centres on delivering outcome-based service offerings.

Having looked at definitions, organisational requirements and challenges in

part one, we now focus on how to make it work...

H aving spent a lot of part one of this two-part paper both identifying the
benefits of servitization, but also the sizeable challenges of achieving
successful servitization within your business, now, our focus shifts toward the

practical implementation of this model.

The upcoming chapters shed light on the critical synergy between technology
and servitization, offering a comprehensive view of their harmonization to

reshape business paradigms:

Digital Transformation: The Technology Underpinning
Servitization

This chapter delves into the intersection of digital transformation and
servitization. We uncover how this fusion propels businesses beyond the norm,
reshaping core operations and becoming integral to organizations that adopt
outcome-centric services.

Technology Requirements for Successful Servitization

Exploring the technological bedrock of the servitization journey, this chapter
reveals the essential elements that power the integration of outcome-
based services into an organization’s operations. From data-driven insights
to interconnected platforms, we examine the conduits that sustain this

transformation.

Ten Examples of Servitization Across Diverse Industry
Verticals

Drawing inspiration from real-world instances, this chapter showcases
servitization’s manifestations across a range of industries. Through ten case
studies, we observe the dynamic interplay of technology and servitization,
enhancing operational efficiency, customer experiences, and adaptability.

Conclusion and Reflective Points

Our exploration culminates with reflections on the terrain covered. In this
chapter, we distil key insights and offer reflective questions, encouraging
readers to consider the fusion of technology and servitization within their own
organizational context. This section equips business leaders with insights and a

strategic roadmap for harnessing servitization’s transformative power.

In this concluding part of this two-paper series we aim to provide you with a
compass guiding you into the intersection of technology and servitization.

As we navigate through these chapters, the narrative unfolds, revealing how
these forces work in unison to catalyse innovation, drive operational excellence,

and redefine industries in a time of transformative potential.
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Chapter Five: Digital transformation: The
technology underpinning servitization

As we continue our exploration of the servitization landscape, our focus shifts

to the transformative power of technology. As we have seen across each

chapter in this paper, the alignment of digital transformation and servitization

is essential...

While servitization has existed for many decades, it is in today’s golden age
of digital transformation that it is truly accessible.

In this chapter, we shall explore technological innovations that serve as
guiding lights, illuminating how to overcome challenges and achieve successful
servitized solutions. While the technology required for servitization may vary
across case studies, some core fundamental technologies are often essential.

Intelligent Inventory Management: Empowering
Operational Efficiency

In operational efficiency, the mastery of inventory management through
technological intervention emerges as a cornerstone for organizational success.

Leveraging Advanced Solutions: Advanced inventory optimization software
takes the reins, reshaping the landscape of spare parts inventory management.
Its sophisticated algorithms and real-time insights enable strategic decision-
making, reducing excess inventory and minimizing shortages. Real-time
demand forecasting, supported by technology, offers a glimpse into the future
demand landscape. The ability to anticipate fluctuations equips organizations
with the agility to adjust inventory levels dynamically, avoiding overstocking or
stock-outs.

Mitigating Carrying Costs: By embracing automated replenishment
mechanisms, technology introduces a seamless inventory flow, striking a
balance between maintaining optimal stock levels and mitigating the financial
burden of carrying excess inventory. This translates to reduced storage

costs and increased working capital efficiency. The integration of inventory
management technology across the organization fosters data-driven decision-
making. This synchronization enables cross-functional teams to harmonize their
efforts, ensuring inventory levels align with production, customer demands,

and service obligations.

The technological underpinning in inventory management is an enabler

and necessary in the journey toward servitization. It equips organizations to
optimize resources, enhance operational resilience, and position themselves as
agile and responsive partners in the service ecosystem.

Dynamic Pricing Dynamics: The Unveiling of Adaptive
Service Pricing

Within the arena of pricing strategy, a new chapter unfolds—dynamic service
pricing, a phenomenon that ushers in a paradigm shift toward adaptability and
value optimization.

The Currency of Intelligence: Dynamic service pricing tools take centre stage,
orchestrating a necessary layer of flexibility. These tools allow organizations
to tailor pricing models to the ever-changing market landscape, responding in
real-time to demand fluctuations and competitive pressures.

Dynamic pricing becomes the conduit through which market intelligence
is distilled into actionable strategies. Integrating variables such as market
demand, customer location, and competitive benchmarks empowers
organizations to balance profitability and availability.

Real-Time Value Mapping: The essence of dynamic service pricing lies in its
capacity to map value in real-time. This approach ensures that customers
perceive the true value of the services they receive, fostering satisfaction and
loyalty.

Dynamic service pricing is more than a strategic shift - it’s a testament to an
organization’s adaptability and responsiveness. It empowers organizations

www.fieldservicenews.com



in partnership with:

syncron

to navigate a complex pricing landscape with precision, forging customer

relationships founded on transparency and value.

Anticipating Future Challenges: The Strategic Role of
Predictive Maintenance

Within service optimization, predictive maintenance emerges as a strategic
cornerstone, harnessing the power of data-driven foresight to revolutionize the
service landscape.

Data-driven insight: Data-driven predictive maintenance technology assumes
the role of a seer, leveraging data patterns to anticipate and prevent equipment
failures before they manifest. This capability transforms reactive maintenance
into a proactive and strategic endeavour. The Internet of Things (loT) forms the
backbone of predictive maintenance by enabling seamless data collection from
sensors embedded within equipment. These loT-enabled sensors continuously
monitor performance metrics, transmitting data to centralized platforms for
analysis.

However, the sheer volume of data we now have makes finding insight within
it impossible without technology, and without insight, ultimately, data has no
actual value. Therefore, advanced machine learning algorithms play a pivotal
role in predictive maintenance. These algorithms learn from historical data to
identify trends, recognize patterns, and establish correlations between factors
and potential failure events. Continuous learning makes these algorithms more
accurate in predicting failures over time.

Predictive Analytics Platforms: Robust predictive analytics platforms integrate
data from multiple sources, enabling comprehensive analysis of equipment
health. These platforms provide customizable dashboards, visualization tools,
and predictive models that empower maintenance teams with actionable
insights for strategic decision-making.

Additionally, remote condition monitoring systems provide real-time insights
into the health and performance of equipment. These systems leverage data
from sensors and other sources to assess the current state of machinery,
detecting any deviations from regular operation and flagging potential issues
for further investigation.

Mobile and Remote Empowerment:

Mobile and remote service capabilities emerge as steadfast allies when
navigating the complex landscape of modern service demands. These tools
enable technicians to transcend traditional boundaries and operate seamlessly
across locations, improving service responsiveness and agility and providing the
flexibility required for the level of service efficiency that servitization demands.

Real-Time Information Access: Mobile solutions arm technicians with

instant access to vital information, from equipment manuals to historical
maintenance records. This real-time access is essential for driving first-time

fix rates (FTF), critical for the service efficiency required for servitization.

Taking this further, we must explore the power of remote service capabilities.
Remote service capabilities empower technicians to diagnose and troubleshoot

“The sheer volume of data we now
have makes finding insight within it
Impossible without technology, and
without insight, ultimately, data has no

actual value..”
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equipment issues from a distance. Through augmented reality (AR) or even

video conferencing, experts can guide on-site technicians through complex
procedures, ensure accurate and efficient issue resolution, and boost critical
FTF rates. Seamless communication between field technicians, experts, and
central support teams is facilitated through mobile applications. Instant
messaging, voice calls, and video conferencing enable rapid information
exchange, collaborative problem-solving, and real-time decision-making.

Empowering engineer efficiency: As discussed earlier in this chapter, parts,
and inventory management is crucial and mobile functionality here is also vital.
Mobile tools offer the functionality to identify required parts through QR codes
or image recognition, streamlining the process of ordering replacements. This
reduces downtime by expediting parts procurement and replacement. This

can be streamlined even further when blended with data analytics and remote
monitoring.

Additionally, mobile apps allow technicians to capture performance data
and readings directly from the field, ensuring accurate and up-to-date data
collection. This data feeds into analytics platforms, enabling continuous
improvement initiatives and data-driven insights. Technicians can also log
maintenance activities, repairs, and observations directly into mobile apps,
contributing to the asset’s history. This record becomes valuable for future
diagnostics, maintenance planning, and life-cycle management.

All of these aspects allow the engineer to operate at optimum levels and
reiterate this critical operational service efficiency. Integrating mobile and
remote service capabilities significantly reduces travel time, eliminates
unnecessary site visits, and enhances overall service efficiency. Technicians can
complete more tasks in less time, leading to increased service throughput that
will pave the way towards servitization.

Al's Transformative Impact: The Power of Intelligence
Unleashed

Within the realm of technology’s innovation, Artificial Intelligence (Al) and
Machine Learning (ML) rise to prominence as central figures in a narrative
marked by task automation, insight refinement, and add turbo boosters to all
other digital transformation projects that will be required for servitization.

Automation Efficiency: Al and ML stand as architects of efficient automation
processes. Previously manual and repetitive tasks are now streamlined through
Al-powered automation, resulting in operational optimization.

This shift relieves human resources from mundane duties and enhances overall
efficiency. Forecasting, once reliant on manual analysis, is now expedited
through data-driven pattern recognition, leading to more accurate and timely
predictions. This orchestration of automation enhances resource utilization and
operational excellence.

“This shift relieves human
resources from mundane
duties and enhances overall
efficiency. Forecasting, once
reliant on manual analysis, is
now expedited through data-
driven pattern recognition,
leading to more accurate

and timely predictions. This
orchestration of automation
enhances resource utilization
and operational excellence...”

W L L

Personalized Experiences: In this age of Al advancement, customer
experiences are elevated through historical data analysis and Al’s analytical
capabilities. Al mines intricate patterns to craft tailored customer engagements.
Customer journeys evolve from generic interactions to personalized/localized
narratives aligned with individual preferences, behaviours, and goals.

Al's adept analysis integrates past interactions, purchase history, and
preferences, fostering deeper customer connections. This strategic
personalization/localization goes beyond transactions, cultivating enduring
customer loyalty and advocacy.

Amid the technology landscape, a toolbox of solutions empowers organizations
to navigate servitization’s complexity. Guided by Al and ML capabilities, these
tools illuminate the path to outcome-oriented service excellence, aiding
organizations in overcoming challenges and embracing the vast potential of the
servitization landscape.
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Chapter Six: Technology Requirements for
Successful Servitization

Having looked at the broad layers of technology required for servitization, we

will now bring these back to the seven critical areas of attention we referenced

in Chapter Three of the part one in this two-part paper, looking at how

technology must be woven into each of these areas to ensure success...

As we saw in the first part of this two-part paper, servitization is a strategy
that sits across all units of the business including service operations, but

also, finance, sales, production and marketing.

In this chapter we will be referring back to the different business areas, we
discussed in part one of this two-part paper, that need to be considered when
establishing a servitized business model. If you have yet to read the first paper

in this guide then you can access it here.

However, before we explore some of the areas of technology that are essential
to the broader business when embracing servitization, the absolute table stakes
are to make the service operations are fully optimised for efficiency. To achieve
this both Field Service Management (FSM) and Service Lifecycle Management

(SLM) solutions are essential.

Indeed, at the very core of successful servitization lies robust service execution
technologies, particularly (FSM) and (SLM) solutions.

These technologies serve as the essential underpinning upon which the entire
journey is constructed. In the realm of servitization, effective service execution
isn’t just an element; it acts as a catalyst propelling customer-centric strategies
into action. FSM and SLM technologies act as the guiding tools, navigating
organizations through the intricacies of this execution landscape.

Optimizing Service Execution: The Crucial Role of
FSM

FSM technology forms the linchpin of seamless coordination in field service

operations.

Through centralized scheduling, dispatching, and technician assignments,
FSM ensures that the right personnel, equipped with the requisite skills, are

allocated to tasks promptly. This orchestrated coordination is essential for
delivering efficient and effective services that align with the customer-centric

ethos of servitization.

FSM provides real-time visibility into field operations, enabling organizations to
track technician locations and monitor job progress instantaneously.

This real-time data empowers informed decision-making, allowing organizations
to pro-actively address any potential delays or challenges that may arise

during service delivery. By promptly identifying and addressing issues, service
organizations can uphold service quality and enhance customer interactions,
fostering higher levels of customer satisfaction.

Efficient resource utilization is a hallmark of successful servitization, and FSM
plays a pivotal role in achieving this efficiency. By optimizing the allocation
of resources, including technicians, equipment, and parts, organizations can
streamline their operations, minimize operational costs, and uphold service

quality.

This efficiency ensures that the delivery of value-added services remains
consistent, contributing to the overall success of the servitization model.

Maximizing Service Value: The Essence of SLM

As with FSM, SLM also emerges as a pivotal element in the servitization journey,
serving as a cornerstone for delivering value-added services throughout a
product’s lifecycle. This comprehensive approach maximizes service value,
ensuring that customer success remains at the forefront of the organization’s

endeavors.

To begin. SLM technology provides end-to-end visibility across the entire
service lifecycle. From initial design and development to deployment,
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maintenance, and eventual retirement, SLM encompasses each stage of a

product’s journey. This visibility enables organizations to seamlessly integrate
services with product offerings, aligning with the outcome-focused strategy of

servitization.

SLM’s predictive maintenance capabilities elevate service quality and
operational efficiency especially as they integrate and overlap with FSM
systems. By leveraging data analytics and 10T sensors, organizations can
anticipate maintenance needs before issues arise. This proactive approach

minimizes downtime, optimizes equipment performance, and fosters customer

satisfaction by ensuring continuous, uninterrupted service.

Importantly, SLM also facilitates enhanced customer engagement by enabling

organizations to provide more tailored services based on specific customer
requirements.

By leveraging data-driven insights from each phase of the product’s lifecycle,
organizations can offer more bespoke solutions that cater to specific customer
needs, strengthening relationships and loyalty- a critical aspect in adapting to a

servitized model.

As organizations navigate the servitization landscape, FSM and SLM tools serve
as the bedrock for delivering comprehensive and value-driven services. With

its end-to-end visibility, predictive maintenance capabilities, and customer-
centric focus, SLM ensures that organizations are equipped to provide

seamless, responsive, and personalized services that align with the principles of

servitization.

Having established the bedrock that FSM and SLM provide, now lets us return

to the seven key areas of consideration that are key for servitization that we
saw in the first paper in this series and explore what other technologies are
essential across both the service operation and across the wider business.

Customer-Centric Approach: Elevating Service
through Insight and Interaction

The cornerstone of successful servitization is cultivating a customer-centric
mindset across the organization.

This shift requires the strategic integration of technology to gather, analyse,
and leverage customer insights effectively. Technology is a huge catalyst for
this transformation, amplifying the customer experience and forging lasting
partnerships.

Customer Relationship Management (CRM) Software: At the heart of
the customer-centric evolution stands CRM software, a digital compass
guiding organizations to understand their customers deeply. CRM systems
are repositories of invaluable customer data, collating details ranging from
purchase history and communication preferences to interaction records.

Access to this information empowers service teams to tailor interactions,
anticipate needs, and provide proactive solutions. By tapping into the treasure
trove of customer data, organizations can ensure that each engagement is
infused with personalization, enhancing customer satisfaction and loyalty.

Customer Experience (CX) Platforms: Crafting exceptional customer
experiences requires real-time insight and intervention. CX platforms emerge
as the linchpin of this endeavour, allowing organizations to monitor interactions
across various touch-points. This technology enables a holistic view of each
customer’s journey, encompassing inquiries, interactions, and resolutions.

With CX platforms, service teams can detect pain points, identify bottlenecks,
and swiftly respond to customer needs. Moreover, integrating Al and
automation within these platforms can trigger personalized responses, ensuring
that every engagement reflects the customer’s individuality. Through the
orchestration of CX platforms, organizations elevate service delivery to a level
where each customer feels valued and understood.

Incorporating CRM software and CX platforms within the fabric of servitization
transforms customer interactions from mere transactions into meaningful
dialogues. Their data-driven insights empower service teams to tailor their

“At the heart of the customer-
centric evolution stands CRM
software, a digital compass
guiding organizations to
understand their customers
deeply. CRM systems are
repositories of invaluable
customer data, collating
details ranging from purchase
history and communication
preferences to interaction
records...”
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“Cloud technology enables
departments to collaborate
on customer insights, service
performance data, and
product development updates
in the servitization journey.
This shared knowledge
cultivates a comprehensive
understanding of customer
needs, allowing the co-
creation of integrated
solutions that merge services
and products....”
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approaches, forge deeper connections, and align services with customer
aspirations. As we proceed, the spotlight turns to another vital aspect: the
power of cross-functional collaboration and its role in the servitization journey.

Cross-Functional Collaboration: Uniting Departments
for Effective Service

In the landscape of servitization, the emphasis on cross-functional collaboration
stands out as a crucial factor for success. Integrating service offerings
seamlessly with products necessitates strong cooperation between various

departments. By utilizing technology as a facilitator, organizations can overcome

traditional barriers and encourage a culture of teamwork, which ultimately
enhances the customer experience and service outcomes.

Collaborative Project Management Tools: To foster effective collaboration,
organizations turn to project management tools designed for teamwork.
These digital platforms act as virtual meeting points, aiding communication,

coordination, and cooperation across different departments. Within the context

of servitization, where the interweaving of services and products demands

synchronized efforts, these tools ensure that the right individuals are engaged
at the right time.

They provide real-time visibility into project time-lines, objectives, and progress,
allowing teams to address challenges and align strategies pro-actively. These
tools enable departments to work more efficiently, enhancing project execution
and cross-functional success.

Cloud-Based Platforms: Cloud technology emerges as a potent medium for
data-driven collaboration, overcoming geographical and time constraints.
Cloud-based platforms serve as repositories of shared knowledge, offering real-
time access to information and facilitating seamless data sharing among teams.

Cloud technology enables departments to collaborate on customer insights,
service performance data, and product development updates in the
servitization journey. This shared knowledge cultivates a comprehensive
understanding of customer needs, allowing the co-creation of integrated
solutions that merge services and products. By dismantling data silos and
enabling remote collaboration, cloud-based platforms facilitate collaborative
efforts among departments, allowing them to work collectively towards
common objectives.

The collaboration between departments elevates the organization’s ability to
provide comprehensive outcomes for customers. By employing collaborative
project management tools and cloud-based platforms, organizations encourage
a culture of teamwork that enhances the service experience and aligns with
the principles of servitization. Moving forward, our focus shifts to integrating
service offerings and technology’s critical role in making this a seamless reality.

Integrated Service Offerings:

Integrating service offerings seamlessly with product lines is a strategic
imperative requiring proper technological support.

Unified Resource Management: Enterprise Resource Planning (ERP) systems
are pivotal in streamlining service offerings with product portfolios. These
systems consolidate data, processes, and functions across departments,
ensuring a unified approach that avoids silos.

Synchronized Product Development: Product Life-cycle Management (PLM)
tools facilitate aligning services with product development cycles. By integrating
service considerations early in the product life-cycle, organizations can

create value-added bundles encompassing products and services, delivering
comprehensive solutions to customers.

Incorporating these technological solutions into the fabric of the organization’s
operations enhances its ability to offer integrated services that respond to
customer needs cohesively and efficiently.
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Outcome-Based Performance Metrics:

Shifting the focus from traditional service metrics to outcome-based
performance indicators requires robust data analytics and sophisticated

monitoring tools.

Data-Driven Insights: Data analytics and Business Intelligence (BI) tools provide
organizations with the means to gather, process, and analyse large volumes of

data collected from various sources.

This technology allows businesses to gain actionable insights into customer
behaviour, service usage patterns, and overall performance. Organizations can
make informed decisions that align their services with customer needs and
expectations by identifying trends and patterns within the data.

Dynamic Monitoring: Key Performance Indicators (KPIs) dashboards offer
real-time visibility into critical service metrics. These dashboards aggregate data

from multiple sources, presenting it in an easily understandable format.

This real-time monitoring allows organizations to track performance against

predefined benchmarks, promptly identify deviations, and respond pro-actively
to any issues that may arise. As a result, continuous improvement becomes a
dynamic process driven by data-driven decision-making.

By leveraging data analytics and monitoring tools, service organizations gain
the ability to refine their service strategies, enhance customer experiences, and
adapt to changing market demands effectively. This technological foundation
supports the transition toward outcome-based service excellence and the
continual pursuit of customer success.

Talent and Skill Development:

Nurturing a workforce equipped with technical prowess and customer-facing
finesse demands the deployment of modern training methodologies and

immersive technologies.

Continuous Learning: Learning Management Systems (LMS) are the backbone
of ongoing training and upskilling initiatives. These platforms offer a centralized

hub for employees to access training materials, courses, and resources.

“Through the convergence of
blockchain’s secure foundations and
advanced analytics’ predictive insights,
service organizations are equipped

to pro-actively address challenges

and seize opportunities, fortifying

their journey toward servitization

excellence...”
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LMS solutions allow organizations to tailor training programs to individual

roles, ensuring employees receive the knowledge and skills relevant to their
responsibilities. With the flexibility to learn at their own pace, employees
can stay updated with the latest industry trends, enhancing their overall
effectiveness.

Immersive Practical Experience: Virtual Reality (VR) and Augmented Reality
(AR) training modules transcend traditional classroom learning by offering
practical experience in simulated environments.

Through these technologies, technicians can immerse themselves in complex
service scenarios, encountering real-life challenges without real-world
consequences. This hands-on approach enhances problem-solving and
situational awareness, preparing them to handle even the most intricate service
tasks confidently.

Embracing modern training methodologies and immersive technologies
elevates employee skill sets and contributes to a culture of continuous
improvement. By investing in talent development, service organizations can
ensure a workforce that is adaptable, skilled, and aligned with the demands of
servitization’s dynamic landscape.

Innovation, Agility, Flexibility, and Technology
Adoption:

The trinity of innovation, agility, and flexibility is fortified by the strategic
integration of technology and organizational mindset, ushering service
organizations into a dynamic era of servitization.

Fostering Innovation: Innovation management platforms serve as the crucibles
for cultivating a culture of innovation within service organizations. These
platforms provide a structured framework for idea generation, collaboration,
and evaluation.

By encouraging employees from all corners of the organization to contribute
innovative concepts, these platforms empower organizations to evolve their
service offerings continuously. The iterative innovation process becomes a
guiding force in shaping service solutions that resonate with customer needs.

Data-Driven Agility: Infusing advanced analytics and Al-powered solutions
lends agility to decision-making processes. Data-driven insights from customer
interactions, service performance metrics, and market trends guide informed
strategic choices.

Predictive analytics, driven by Al, anticipate customer needs and forecast

potential service challenges. This predictive prowess empowers service
organizations to pro-actively address issues before they escalate, ensuring
optimal service quality and customer satisfaction. In the servitization landscape,
innovation is the catalyst that propels organizations forward. Coupled with
data-driven agility, service organizations can swiftly adapt to evolving customer
preferences and market dynamics, ensuring that their offerings remain relevant
and valuable.

This convergence of technology, innovation, and adaptability is the basis for
servitization success.

Risk Management and Contractual Agreements:

Navigating the intricate domain of risk management and crafting robust
contractual agreements requires a strategic blend of technological innovation
and meticulous planning.

Blockchain’s Assurance: Blockchain technology emerges as a sentinel of

secure and transparent contract management. Through its decentralized and
immutable nature, blockchain ensures that contractual agreements are tamper-
proof and can be accessed by all relevant stakeholders in real time.

This enhances transparency and fosters trust between service organizations
and their customers. As contracts evolve and adapt to changing circumstances,
blockchain provides an indelible record of modifications, assuring all parties of
the contract’s integrity.

Analytics for Informed Risk Mitigation: The integration of advanced analytics
within risk management strategies revolutionizes assessing and mitigating
potential pitfalls. By harnessing vast amounts of data, advanced analytics
models identify patterns and correlations imperceptible to human analysis.

This predictive prowess allows service organizations to pre-emptively identify
areas of elevated risk and devise strategies to mitigate them. Predictive
modelling enables informed decision-making, minimizing the impact of
potential disruptions and safeguarding the success of servitization initiatives.

Technology acts as a guardian in risk management and contractual agreements,
enhancing transparency, trust, and foresight.

Through the convergence of blockchain’s secure foundations and advanced
analytics’ predictive insights, service organizations are equipped to pro-actively
address challenges and seize opportunities, fortifying their journey toward
servitization excellence.
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Chapter Seven: Ten Examples of Servitization
across diverse industry verticals

Having looked at the challenges, benefits, drivers, and technology
underpinning servitization, let us now take a quick tour of some examples of

organizations that have put servitization into practice...

Caterpillar “Cat® Connect Solutions™:

Caterpillar provides “Cat® Connect Solutions” for its heavy equipment customers. This suite of services utilizes telematics
and data analytics to optimize equipment performance and productivity. Customers receive insights on machine health,
fuel efficiency, and maintenance needs, enabling them to enhance overall operational efficiency.

John Deere “John Deere Precision Ag Technology™:

John Deere offers precision agriculture technology services, enabling farmers to optimize their operations through
data-driven insights. This technology suite includes GPS-guided machinery, data analytics, and variable rate application
systems. Farmers can improve crop yields, reduce inputs, and enhance sustainability by adopting precision as technology.

Hilti “Fleet Management”:

Hilti, a global provider of tools and technology for the construction industry, offers “Fleet Management” services. Instead
of selling individual tools, Hilti provides customers with a complete tool management solution. Customers pay a monthly
fee for access to a fleet of devices, and Hilti takes care of maintenance, repairs, and upgrades. This service model ensures
that customers always have access to the latest and most efficient tools without needing ownership.

Siemens “Healthineers Performance Services™

Siemens Healthineers, a leader in medical technology, offers “Performance Services” for healthcare providers. This
outcome-based service provides customers access to the latest medical imaging and diagnostic equipment. Siemens
manages equipment maintenance, upgrades, and performance optimization, ensuring that healthcare providers can
offer high-quality patient care.

General Electric “Digital Wind Farm”:

General Electric (GE) developed the “Digital Wind Farm” service for wind turbine customers. The service employs loT
sensors and advanced analytics to optimize wind farm performance. GE monitors turbine data in real time, enabling
predictive maintenance, reducing downtime, and enhancing energy production. Customers benefit from increased
efficiency and higher returns on their wind farm investments.

www.fieldservicenews.com
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Schneider Electric “EcoStruxure”

Schneider Electric offers “EcoStruxure,” an loT-enabled, open, and interoperable architecture for buildings, data centres,
industries, and more. EcoStruxure provides integrated solutions that optimize energy efficiency, sustainability, and
reliability. By offering a subscription-based model, Schneider Electric delivers continuous support, updates, and energy
management services to its customers.

Siemens “Power Diagnostics™ Services”

Siemens offers “Power Diagnostics™ Services” to the power generation industry. Utilizing advanced data analytics and
remote monitoring, Siemens identifies potential issues in power plant equipment and provides insights to improve
performance and reliability. This outcome-based service ensures maximum uptime and efficiency for power plant
operators.

Volvo “UDRIVE™:

Volvo introduced “UDRIVE,” an outcome-based service for its construction equipment. Customers pay a monthly fee
based on the actual usage of the equipment, and Volvo handles maintenance, repairs, and upgrades. This model
provides customers with flexible access to construction machinery without the burden of ownership.

ABB Marine “Azipod® Performance Management”:

ABB Marine offers “Azipod® Performance Management,” an outcome-based service for its marine propulsion systems.
Azipod® systems are used in ships for propulsion, and ABB offers monitoring and predictive maintenance services to
optimize their performance. This allows ship operators to reduce fuel consumption, enhance efficiency, and increase
vessel uptime.

KONE “24/7 Connected Services™:

KONE, a leading elevator and escalator manufacturer, introduced “24/7 Connected Services.” This service uses loT-
enabled sensors to monitor elevator performance in real time. KONE can detect potential issues and proactively perform
maintenance, minimizing downtime and enhancing safety.
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Chapter Eight: Conclusion and Reflective
Points

Of course, in the scope of this paper, we can only cover some of the most

fundamental aspects of the complex topic of servitization, but having done so,

let’s reflect on some of the key insights we've walked through and also some

questions for your consideration to give you the opportunity for reflection of

how these may align to your business...

Let’s finish this two-part paper with a review some of the critical takeaways,
and after each, we shall offer you some reflective questions for you to
consider how the discussion across the series my sit within your organization.

Make your processes data-driven and insight-led.

Servitization, as a transformative business model, finds its strength in being
insight-led. In a rapidly evolving landscape, customer expectations, market
dynamics, and technological advancements are constantly in flux, and relying
on data-driven insights becomes imperative.

These insights provide a compass, guiding organizations to make informed
decisions, tailor services to individual needs, and stay ahead of emerging
trends. By harnessing the power of insights, businesses can anticipate customer
preferences and industry shifts and uncover hidden opportunities for growth.

In the servitization journey, insights serve as a beacon, illuminating the path
toward customer-centricity, operational excellence, and sustainable success.

Some key areas to consider.

Concrete Advantages Realized: Servitization doesn’t merely represent a
transition; it encompasses a collection of tangible gains. Beyond traditional
product transactions, it unveils a spectrum of customer-centric services.
The results are brought to life through data-led insights: elevated customer
satisfaction, bolstered loyalty, and the establishment of sustainable revenue

streams.

Operational Excellence: The focus now shifts to encompass outcome-based
services, where operational excellence intersects with strategic ingenuity.

This narrative of operational efficiency, financial prudence, and predictive
maintenance takes centre stage, all underpinned by the insights gleaned from
data-driven analysis, enhancing service quality’s essence.

Congquering Challenges: A servitization journey will see your organization
through a considerable transformation and, of course, will include multiple
challenges, but each can be overcome with methodical determination.

However, adapting to cultural shifts, integrating intricate technologies, and
harmonizing complex alignments must be approached strategically, which has

to be an insight-led process.
Reflective questions:

. How can your organization leverage data insights to transition from
traditional service metrics to outcome-based performance measurement,
and what potential challenges might you anticipate in this process?

. What strategies could your company adopt to nurture a workforce
equipped with technical prowess and customer-focused skills, enabling
them to adapt to the dynamic landscape of servitization?

. Consider how your organization can balance preserving legacy systems
and integrating new technologies to create a harmonious ecosystem that
supports the seamless convergence of service and product offerings.

The criticality of technology in establishing
servitization:

Central to the transformation of servitization is the role of technology. As

organizations shift towards outcome-driven service excellence, technology

becomes the pivotal force that supports and guides every step of this transition.

www.fieldservicenews.com
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Indeed, technology’s role in servitization cannot be understated,; it is the critical

element that moves service organizations towards servitization from concept
to reality.

Technology’s Transformational Role: The journey towards servitization is
significantly influenced by technology, which is interwoven into the fabric of
such initiatives, transforming concepts into tangible realities. As organizations
navigate the path toward outcome-driven service excellence, technology
emerges as the linchpin that guides and supports every stage of this journey.

Innovative Synergy: The convergence of data analytics, IoT, and Al-driven
platforms has resulted in a symphony of innovation.

These technological components collaboratively empower organizations to
make well-informed decisions, achieve operational excellence, and deliver
unparalleled customer experiences. This synergy is critical as it propels
individual organizations toward success and sets a precedent for industry-wide
transformation and adaptability.

Future-Proofing Through Technological Resilience: As we look ahead,
servitization emerges not merely as a momentary phase but as a beacon
guiding us towards uncharted realms of potential. Its enduring value lies in its
capacity to navigate the currents of a rapidly evolving market and harmonize
with customers’ ever-changing needs.

To secure this enduring significance, technology must be forged with resilience,

capable of flexing and evolving with the dynamic landscape. This requires
strategic foresight in technology selection, ensuring that solutions implemented
today are equipped to accommodate the innovations of tomorrow.

The future-proofing of technology, underpinned by continuous adaptation, is
not just a prudent measure but a strategic imperative for sustained success
within the servitization landscape.

Reflective questions:

. Reflect on your organization’s approach to adopting technology in the
context of servitization. How central is technology in facilitating the shift
towards outcome-driven services? Consider how technology can enhance
your service offerings’ decision-making, operational excellence, and
customer experiences.

. Explore the synergy between data analytics, 10T, and Al-driven platforms
in your organization. How are these technological components
collaborating to amplify the impact of your servitization efforts? Reflect
on how this synergy can transform your organization’s performance and
influence the broader industry landscape.

. Consider the long-term sustainability of your technology choices in the
realm of servitization. How well are your technological investments
equipped to evolve alongside market trends and customer expectations?
Reflect on the importance of future-proofing technology to ensure your
servitization journey remains adaptable and relevant as the business
landscape transforms.

“As we look ahead, servitization
emerges not merely as a
momentary phase but as a beacon
guiding us towards uncharted
realms of potential...”
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Empowering the Servitization Pioneers: The Human
Element

Amidst the technological crescendo and process orchestration, it’s crucial to
acknowledge the indispensable role of people in the servitization journey.
As organizations navigate the transformational landscape, the human nexus
becomes the heart of servitization’s success. This chapter concludes with
spotlighting the individuals who carry the torch of change and drive the
servitization narrative forward.

Cultural Architects of Change: A cultural metamorphosis lies at the core of
servitization. The individuals who champion this change are cultural architects,
guiding their organizations through the transition from product-centric to
customer-centric paradigms. Their ability to inspire, communicate, and drive
shifts in mindset forms the bedrock of servitization’s realization.

Agile Skill-Seekers: The journey towards servitization demands a proficient and
agile workforce in adapting to new challenges. Skill seekers embrace continuous
learning, actively expanding their technical and customer-facing capabilities.
These individuals embody the adaptability required to excel in a servitized

landscape.

Innovation Advocates: Servitization thrives on innovation, and its architects are
the individuals who consistently advocate for fresh ideas and creative solutions.

They foster a culture of ideation, where even the most complex challenges
are seen as opportunities to innovate, enhance service offerings, and shape
the future of the business. Implementing technology and process adjustments
hinges on the expertise of change enablers.

These individuals ensure the organization’s smooth transition, minimizing
disruption and maximizing the integration of new systems. Their proficiency in
change management ensures that the transformation journey is embraced at

every level.
Reflective questions:

. How can your organization cultivate a culture that champions the shift
from product-centric to customer-centric paradigms, enabling the
architects of change to drive successful servitization?

. In a rapidly evolving landscape, how can you empower your workforce to
become agile skill seekers, ready to adapt to new challenges and embrace
continuous learning to thrive in the servitized environment?

. What strategies can your organization implement to foster a culture of
innovation, where individuals become advocates for fresh ideas and
creative solutions and see challenges as opportunities to innovate and

enhance service offerings?

Final thought:

As we reflect on the transformative journey from products to services, we find
that servitization’s true power emanates from the synergy between processes,

technology, and people.

Individuals’ collective dedication, adaptability, and innovative spirit shape the
symphony of servitization’s triumph. As organizations strive, they are reminded
that the human nexus remains the compass guiding them toward the pinnacle

of outcome-driven service excellence.
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About Syncron

Syncron accelerates leading manufacturers and distributors to capitalize
on the world’s new service economy. We optimize aftermarket business
profitability and working capital, increase customer loyalty, and enable
our customers to transition successfully to future service-driven
business models.

Syncron connects and synchronizes every aspect of aftermarket service
with more than $3 billion in annual value creation across OEMs and
distributors in automotive, construction, mining, agriculture and
industrial equipment, medical devices, consumer durables, high-tech,
aerospace, and other industries. Our Connected Service Experience
(CSX) cloud platform offers leading aftermarket sales and service
solutions to effectively plan, price, and service your customers.

CSX Cloud offers our customers competitive differentiation through
exceptional aftermarket service experiences while driving significant
revenue and profit improvements into a manufacturer’s or distributor’s
business. The world’s top brands trust Syncron, making it the largest
privately-owned global leader in intelligent service lifecycle
management Saa$ solutions.

For more information, visit syncron.com.

Additional links for further insight:

. Read more insights from Syncron and how they are helping field-
service companies drive improvements in customer satisfaction
and increasing operational efficiency here

. Arrange a consultation to find out how Syncron can help your field

service business grow

. Watch Kris Oldland, Editor-in-Chief, Field Service News, Justin
Konopaske, Director of Industry Solutions and Alex Brenner,
Managing Director & Partner at Boston Consulting Group discuss
Sustainability in Field Service

About Field Service News:

Field Service News is the industry leading publication for field service
professionals globally.

With an unparalleled collection of widely respected industry leaders from both
industry and academia contributing insightful and informative articles published
daily, plus access to key educational materials for field service professionals
including white papers, podcasts, video and webinars fieldservicenews.com is

a key resource visited by over thirty thousand field service professionals each
month.

Stay up to date on industry trends @ www.fieldservicenews.com
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