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As data capabilities mature, a lot will
change in vour industries

Changing
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Needs New
Competitors

Traditional
Service
Providers

Customers’
Needs
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A vital challenge

New value propositions

Business model innovation

Main issues:
1. Solving irrelevant customer
problems

2. Not offering a desired solution
to the problem

3. Not developing total business
model
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Developing data-driven value
propositions

What are data-driven value propositions?

What customers’ problems do they solve?

What are critical success factors?
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moreMomentum Service Community

Service industry lacks up-to-date, evidence-based practical external insights.
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Share, develop and apply emerging best -

practices and strategies:

Service Transformation
Benchmark

Life Cycle Services
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The Executive
Service Roundtable

Every month

Short and to the point

Range of important topics

Practitioners only
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Agenda

1. New value propositions with data
2. Insights from the Service Transformation Benchmark

3. Discussion
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Developing data-driven value
propositions

What are data-driven value propositions?

What customers’ problems do they solve?

What are critical success factors?
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A value proposition

is a compelling description
of the value
customers will receive

when they use a specific product or
service or combination of products

and services.
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Value = Benefits — Cost

+ Tangible advantages of solving a specific Total sacrifices for customers to buy and use a
problem or job-to-be-done product or service:

* Intangible values of having or using a product * The price for the product or service.

or service » Other cost related to using the product or
service.

+ All investments, cost and effort they have to do
to implement the product or service and the
related new way of working.

* Opportunity cost of not doing other things.

* Risks related to buying and using the product or
service and implementing a new way of working.
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Where to find new value propositions

> Better or much Expanding domain

g Z cheaper solution expertise
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Competitive patterns for new value
propositions

More for
\"[e]¢]

More

More for

Same

Cost (price)
Same

Less for Same for
Much less Less

Less

Less Same More
Value
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Data-driven value propositions

(Data can come from any source)

A N Outsource (parts) of a process to
get the results

Take better decisions with
processed, analysed, visualised
data

Create own solutions with large
amounts of clean, accurate,
descriptive and timely data
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Developing data-driven value
propositions

What are data-driven value propositions?

What customers’ problems do they solve?

What are critical success factors?
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Customer problems

Value

-
Pain-point

Pain-chain:

Each stakeholder in your
customers organisation
has different “problems”
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Customer problems can be everywhere.
Avoid being stuck in business-as-usual!

Corporate strategy
Innovation

Business Model
=1 Offerings

Go-to-market

Manufacturing

Delivery
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Opportunities with data

Problems to solve with data Problems with data

« Higher uptimes * Fragmented sources of data

» Predictable and planned downtime Quality of data

» Lower cost of maintenance * Fragmentation of providers,

« Lower cost of energy, materials connectivity, data outflows

- Higher yield of assets  Information security (confidential,

_ _ integrity, availability)
* Higher quality of output - Data modelling, analytics,

* New products visualisations (with advanced tech)
» Shorter optimization and process « Transparency over entire value
control cycles chain

 Education of workforce
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Developing data-driven value
propositions

What are data-driven value propositions?

What customers’ problems do they solve?

What are critical success factors?
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Critical Success
Factors

Vision & Strategy
Deep customer insights
Innovation capabilities

Data capabilities
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From the Service
Transformation Benchmark

Summarised




Multi-level capability model as backbone

Capabilities
(Level 1 of 3) & Solutions

. Manage
Develop Services Generate . 9
Deliver Customer
Revenue
Accounts

Innovate the Manage the Strategic
Business Business Management

\

Spare & Wear
Parts

Product Lifecycle
Services

> Service Business Models
Operational

Solutions

Integrated
Solutions
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Comparing performance and maturity

Benchmark of Performance Levels for 'Commercial Success'

Comparison of Sample Company 3 against the benchmark

100 %
‘ @ Sample Company 3‘
80 % - Mean ‘
4 Top 25%
S 60%
wv
= M-ddl. 50%
£
g 40%
3 Bottom 25%
20 %
0% This graph is an example,

displaying random dummy data.

As such, it not represent
Service Coverage Contract Penetration Initial Attach Rate End of Warranty § such, . d?es ot represe
Conversion any actual insights.
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Suggesting your priority matrix

(W,
\od T . .
5@109 Priorities for Acquire New Clients
2 : @ Recommended priority
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This graph is an example,
displaying random dummy data.
2 | As such, it does not represent
mportance

any actual insights.
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Suggesting projects for your Road to
Success

\S

5@(“9 B A'ready consistent practice
Maturity Maturity Maturity B Recommended initiatives for the short-term
Level 2 Level 3 Level 4 B Rccommended initiatives for the longer-term

Practice

Practice Practice

Practice Practice Practice

Practice Practice Practice

Practice Practice
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Low maturity for advanced remote service

From the Service Transformation Benchmark

50%

40%

30%

20%

10%

0%

% IB accessible % IB accessible % new IB accessible % new IB accessible
for remote for remote for remote for remote
diagnostics interventions diagnostics interventions
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Little capacity for service & market development

From the Service Transformation Benchmark

10%

5%

0%

Headcount for Service Headcount for Service
Marketing / Development /
Total Service Headcount Total Service Headcount
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Low maturity for radical service innovation

From the Service Transformation Benchmark

80%

60% I

40%

20%

0%

Understand Markets Develop New Develop Revenue
and Buyers Services & Solutions Models & Pricing
Strategies
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Discussion topics

\/ What new value propositions are you working on?
al  How did you identify/validate the customer need?

aﬁ What are the top-3 critical success factors?
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Quick intro

Name
Position

Company name

Industry
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Next Executive Service Roundtable

Customer Success Management in Service

September 14th 16:00-17:30 CET / 10:00-11:30 ET
September 15t 10:00-11:30 CET / 16:00-17:30 SGT

Potential topics for following Roundtables:
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You will receive

« Slides and recording of the presentation
« Invitation for next Executive Service Roundtable

* Information about the:
Service Transformation Benchmark

Service Community Peer Groups
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ABOUT CUSTOMER SUPPORT CONTACT SALES

:

| re
MOmentum Benchmarking  Peer Group Meetings  Executive Roundtable  Advisory Resourcesv Q  [EEIEEEEEEE]
S

ervice Community for Manutacturers

Executive Service Nexr xccuTve envice

Service Models in a Circular

ROundta ble Economy

Join The Next Session

Exchange practices, insights, and experiences with like-
minded peers in monthly online sessions of 1,5 hours

sware: £ W in

Every month, the moreMomentum Service Community runs an Executive Service
Roundtable to discuss a hot topic for service leaders and innovators.

How does it work?

e Participants of the Roundtable decide on the topics for next sessions.
¢ moreMomentum introduces the topic with a 20-30 minute presentation and shares relevant insights from the Service Q
' Transformation Benchmark



(s
MOMmentum

Service Community for Manufacturers

www.moreMomentum.eu

Maliebaan 54, 3581 CT Utrecht, The Netherlands +31 30 3200860 — info@moreMomentum.eu




