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Abstract

This work focuses on the concept of servitization, emphasizing the transformation of tradi-
tional business models to incorporate service-oriented solutions. It addresses the challenges en-
trepreneurs face when implementing new service offerings, particularly the common customer
perceptions that services should be free or not worth the effort. This servitized RAMS oriented
presentation outlines a structured approach for entrepreneurs to identify and articulate cus-
tomer problems, propose effective solutions, and link their service offerings to these needs. By
understanding the customer’s perspective and effectively communicating the value of services,
businesses can enhance customer satisfaction and drive revenue growth. The key take-away is
the importance of thorough preparation and customer engagement in successfully transition-
ing to a service-based model.

1. Introduction

Industrial suppliers have increasingly sought to develop business models that
capitalize on service-based activities rather than relying solely on machinery and
hardware sales.

Although it’s widely assumed that service-oriented models yield higher revenue,
greater profitability, and foster stronger relationships with end users, many industrial
equipment manufacturers continue to struggle with selling and implementing services
at customers’ premises. The authors suggest that this challenge may stem from specific
misconceptions about how to develop a service business model.

One common misstep is a limited understanding of how to fuel the sales funnel
effectively. Rather than filling the funnel through targeted market research and
prospecting, many organizations focus primarily on the development of new value
propositions based on their own (supply-side) assumptions. This approach often leads to
significant development costs before genuine interest from target markets is assessed, and
—possibly — confirmed.
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Secondly, many industrial suppliers become fixated on the possibilities created
by Industry 4.0, connectivity, and Artificial Intelligence, which drives an exhaustive
search for data. Yet, the benefits of acquiring such data can be uncertain. As a result,
discussions between end users and equipment manufacturers frequently revolve around
data ownership, when instead, equipment providers should concentrate on strategies for
monetizing the data that can be made available.

To enhance the competitiveness of both customer plants and equipment
manufacturers, the authors propose that the latter prioritize service packages that
deliver measurable performance improvements for equipment in use, irrespective of
data ownership or usage. They also recommend sticking to a straightforward sales
funnel process to identify and address support needs within customer plants, creating
opportunities to capitalize on industrial service sales.
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