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Digital Market Disruption in Services



Market disruption displaces a large 
number of providers in a market
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This raises the questions
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What is market disruption? 

How to recognise disruption?

What are important do’s and don’ts?



The Executive 
Service Roundtable
Every month

Short and to the point

Range of important topics

Practitioners only
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Agenda

1. Digital Market Disruption in Services

2. Insights from benchmark

3. Discussion in smaller groups

4. Re-join and discuss next steps

5. Wrapping up
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moreMomentum Service Community
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Service industry lacks up-to-date, evidence-based practical external insights.

Share, develop and apply emerging best 
practices and strategies:

• Peer Group

• Benchmarking

• Advisory

• Roundtable



Disruption vs transformation

Transformation Disruption

Evolution Rapid and radical change

How we work Market positions

Big change Dissolving / displacing
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What could Tesla be disrupting?

Manufacturers Dealers Taxi Supply Chain Labour

Electrification No ? Yes No Yes

Self driving No No Maybe No No cab drivers

Car sharing Yes Yes Yes Yes Yes
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Market disruption often comes from the low-end of the market
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Source: Clayton Christensen (Innovators Dilemma and Innovators Solution)
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Today, market disruption can also come from 
digitalisation of an industry
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Evolutionary Big bang
Applying and developing common 

business logic
Applying and developing new or adjacent 

business logic

No disruption 

viable

• Maturing low-cost alternative
(good enough similar solution at 
lower price)

• Maturing new low-end solution
(easier, cheaper, more accessible 
solution)

• Rapid scaling of high value and 
mature solution 
(First/winner takes it all, e.g. with 
digital platform business models)

• Rapid scaling of accessible and 
mature solution 
(First/winner takes it all, e.g. with 
digital platform business models)
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Innovators Dilemma 
(Clayton Christensen)

Uber disrupting 
taxi

Uber disrupting 
limousine 
services

Sharing of 
autonomous 

cars
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https://singularityhub.com/2016/11/22/the-6-ds-of-tech-disruption-a-guide-to-the-digital-economy/

Source: SingularityHub

https://singularityhub.com/2016/11/22/the-6-ds-of-tech-disruption-a-guide-to-the-digital-economy/
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Summarised

From the Service 
Transformation Benchmark



Multi-level capability model as backbone
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Service Business Models

Spare & Wear
Parts

Product Lifecycle 
Services

Operational
Solutions

Integrated 
Solutions

Manage the 
Business

Innovate the 
Business

Manage 
Customer 
Accounts

DeliverGenerate 
Revenue

Develop Services 
& Solutions

Strategic 
Management

Capabilities 
(Level 1 of 3)



Comparing performance and maturity
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This graph is an example,
displaying random dummy data.
As such, it does not represent
any actual insights.



Suggesting your priority matrix
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Recommended priority

Address if capacity is sufficient

Maintain maturity levelCapability - A

Capability - B

Capability - C

Capability - D

Capability - E

Capability - F
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Priorities for Acquire New ClientsSample

This graph is an example,
displaying random dummy data.
As such, it does not represent
any actual insights.



Suggesting projects for your Road to 
Success
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Maturity 
Level 2

Maturity 
Level 3

Maturity 
Level 4

Practice

Practice

Practice

Practice

Practice

Practice

Practice

Practice

Practice

Practice

Practice

Recommended initiatives for the short-term
Already consistent practice

Recommended initiatives for the longer-term

Sample



Allows internal benchmarking too
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This graph is an example,
displaying random dummy data.
As such, it does not represent
any actual insights.



Little capacity for service & market development
From the Service Transformation Benchmark
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On average, low maturity for radical service 
innovation
From the Service Transformation Benchmark
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80%
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0%
Understand Markets 

and Buyers

60%

20%

Develop New 
Services & Solutions

Develop Revenue 
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Strategies
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In 
smaller 
groups



Discussion topics
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How could market disruption happen in field service?

What services and solutions should you offer to 
navigate market disruption?

What capabilities do you need to navigate market 
disruption?



Next Executive Service Roundtable

Service Models for Circular Economy

June 15th 16:00-17:30 CET  /  10:00-11:30 ET
June 21st 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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Maliebaan 54, 3581 CT Utrecht, The Netherlands +31 30 3200860 – info@moreMomentum.eu

www.moreMomentum.eu
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