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A significant and long-term impact of Covid
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Accelerating adoption of digital technologies and remote for maintenance

Accelerating adoption of digital technologies and remote for process optimisation

Increasing scarcity of digital skills and competences

Increasing competition from new digital native entrants

Customers shifting to DIY-mode, reducing our service revenue market



Major opportunities beyond equipment sales 
and maintenance
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Increasing efficiency and margins of service delivery
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Emerging new markets for new types of solutions and technologies for our clients 

Growing market for operational solutions and services 

Clients need more support for their digital transformation



Manufacturers envision an evolution of their 
value propositions and business model

@moreMomentum, Fields Service News & Field Service Asia

0% 100%20% 40% 60% 80%

Shifting offerings to more customised solutions
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Further expanding your role in the entire value chain in your industry

Shifting  to a "provider of technology/equipment"

Shifting offerings to more standardised solutions

Being the first to launch new innovative solutions

Shifting to an "integrated business solution provider"



Service departments still tend to focus on 
product related services
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Providing services to improve their usage and application of your technology

Percentage of respondents agree

Providing business performance solutions beyond condition of equipment

Providing financial solutions to help clients to move from CAPEX to OPEX

Providing more advanced predictive maintenance solutions

Providing services for clients to do more of the maintenance themselves



Current service innovation initiatives
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Solving new problems of your clients directly related to the crisis

Percentage of respondents agree

Solving other business problems (e.g. CAPAEX, energy usage, process optimisation)

Enhancing your service sales model and capabilities

Innovating your earning and pricing model

Adding new features (like remote, predictive maintenance, improving uptime)



Critical challenges
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Establishing a service culture across the entire company
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Establishing an innovation culture

Acquiring digital capabilities and competencies

Innovating new value propositions to address the changing needs of clients



Current innovation strategies
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Research into changing customer needs
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Establishing entrepreneurial satellite teams to build new value propositions

Rapid experiments to test critical assumptions

Design thinking

Crisis teams to innovation to overcome the crisis on mid- and longer-term

Adjusting strategic objectives



Current strategies to anticipate the unexpected
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Market research

Percentage of respondents agree

Scenario planning

Technology research

Sensitivity analysis



Recommendation

• Expand scope of innovation beyond Business-as-Usual

• The success in “knowing how to” to close the knowing-doing-gap

Culture, habits and practices around services, digital an innovation

• Enrich your innovation initiatives

Don’t forget value proposition, value capturing (pricing, earnings, sales) 
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