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Companies Featured

AT&T
DuPont
 IBM
 Rolls Royce
 Sylvania

 Caterpillar
GE
 Ingersoll-Rand
 Salesforce.com
 VWR 

International

 Cisco
Hewlett-

Packard
 Pearson
 Siemens
 Xerox



Types of Services

Services supporting our 
products

Services supporting other 
companies’ products

Services supporting our 
customers
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Companies Across Industries Want 
to Grow Through Services

• Retailers  

• Distributors

• Manufacturers

• Consumer Goods Companies
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http://www.mrcleancarwash.com/index.html
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Growth and Profits Through Service 
Innovation

http://petshotel.petsmart.com/tour/index.shtml
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Major Research Project

What challenges do companies need to 
overcome in growing solutions and services?
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Services supporting customersServices supporting products

Call Center

Maintenance

Asset Management

Value 
Added 

Services

Managed 
Services

Software as 
a ServiceWarranty

E-Support

Break Fix

Spares 
Management

Installation

Business Process 
Outsourcing Advisory 

Services

Integrated Product-
Service

Solutions
Smart

Services

Entitlement Services Service Solutions
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The Service Infusion Continuum



Customization

Capabilities

Challenges

Changes in Organizational Structure

Collaboration with Customers

Culture

Copyright: Zeithaml, Brown, and Bitner 2012

The Service Infusion Continuum
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Services Supporting
Customers

Services Supporting
Products

Asset 
Management

Value 
Added 

Services
Managed 
Services

Value Added
Supplementary

Services

Business Process 
Outsourcing

Advisory 
Services

Integrated Product-
Service

Solutions

Smart
Services

Entitlement
Services
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Culture

Capabilities

Challenges

Changes in Organizational Structure

Collaboration with Customers

Customization

Key Success Factor – Culture
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Asset 
Management

Value 
Added 

Services
Managed 
Services

Value Added
Supplementary

Services

Business Process 
Outsourcing

Advisory 
Services

Integrated Product-
Service

Solutions

Smart
Services

Entitlement
Services

Services Supporting
Customers

Services Supporting
Products
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Capabilities

Customization

Challenges

Changes in Organizational Structure

Collaboration with Customers

Culture

Key Success Factor – Capabilities
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Services Supporting
Customers

Services Supporting
Products

Asset 
Management

Value 
Added 

Services
Managed 
Services

Value Added
Supplementary

Services

Business Process 
Outsourcing

Advisory 
Services

Integrated Product-
Service

Solutions

Smart
Services

Entitlement
Services
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Key Success Factor – Capabilities

Sales
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Key Success Factor – Capabilities

Service Delivery
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Where’s the Money?

Locomotives

yard operations, railroad 
administration, other

train operations

infrastructure

freight car services

locomotive services

locomotives

Total expenditure: 21 x product costs
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Collaboration with Customers

Capabilities

Challenges

Changes in Organizational Structure

Customization

Culture

Key Success Factor –
Collaboration with Customers
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Services Supporting
Customers

Services Supporting
Products

Asset 
Management

Value 
Added 

Services
Managed 
Services

Value Added
Supplementary

Services

Business Process 
Outsourcing

Advisory 
Services

Integrated Product-
Service

Solutions

Smart
Services

Entitlement
Services
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Voice of the Customer (VOC)

Key Success Factor –
Collaboration with Customers

Advisory 
Boards

C-SAT

Focus 
Groups

Personal 
Interviews

User Groups
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Evidence of Service:

Key Success Factor –
Collaboration with Customers

Co-delivery

Co-production

Co-development

Co-design
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Business 
Process 

Consulting

Supply Chain 
Management

Chemical & 
Inventory 

Management

Instrument 
Calibration

Equipment 
Maintenance

Asset 
Management

Miscellaneous 
(glass washing, 
mail room, etc.)
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Winners with Services & Solutions

 Focus on the value they bring 
customers

 Focus on helping customers achieve 
their desired outcomes
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