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Before we get started — Rules of the webinar

°* The Webinar is “ listen only” and is being recorded

* Alink to the session recording and a PDF of the slide deck will be sent to all registrants
afterwards

* To submit questions, use the Question Panel of the GoToWebinar console. We will try to
answer all questions at the end of the webinar.

Visit the Service Strategies Network group on LinkedIn to continue today’s discussion
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Service Strategies provides consulting, training,

SEPVICR industry standards and certification programs that

help you deliver better service to your clients.

Advancing Service Excellence Global organization with partners in Australia,
China, Netherlands, Nigeria, UK.

e Consulting and Strategic Advisory Services
Guidance to assist companies in improving eService, Support, Field Service and Professional
Services operations

e The Service Capability & Performance (SCP) Standards
Recognized as the global benchmark of service excellence. The SCP Standards have
been deployed by leading service organizations worldwide for the past 18 years QQP

SERVICE CAPABILITY & PERFORMANCE

- STANDARDS - /

* SCP Career Certification and Training Programs N 4
Over 5000 service professionals worldwide have attained certification under
our industry leading training and certification programs

Service ™ 4
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http://servicestrategies.com/consulting-services/
http://servicestrategies.com/scp-standards/
http://servicestrategies.com/training/

N OV E NT U M It is our mission to help you capitalise on your service business potential. We do this by
e offering qualified services based on a deep industry understanding and long experience.

Service Innovation Consulting Service IT People
Programme Development

. Service Capability and Performance (SCP) Standards P Cry
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http://www.noventum.eu/
http://www.noventum.eu/

The key-note speaker

Hilbrand Rustema @NOVENTUM-

Founder and Managing Director
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Why this webinar?

Most companies have attempted loT & data-driven services initiatives, with some achieving

results, many such initiatives get stranded along the way...

The objective is to help you be more successful by answering five key questions:

Service ™

Advancing Service Exceflence

1.

2.

How do | get started and keep momentum?

Who should | involve? and why?

What makes a balanced portfolio of opportunities?
How do | translate conceptual ideas into practice?

How do | manage risk and optimize my ROI?

© 2017 - All rights reserved Noventum Service Management Ltd.
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What are the key concepts?

When we talk about loT we refer to the network of physical objects or things that contains embedded
technology to sense or interact with their internal states or the external environment.

(O) ) (BIG) DATA

When we talk about Data-Driven Services we refer to services of which the value propositions are based on
knowledge derived from (big) data-analyses.

loT capabilities
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How can loT and data be leveraged in a service organisation?

Reactive

> Preventive > Predictive

Product Quality

|®

Speed of Repair

Com

ImprovelEfficiency &

pliance

Reduce Product
Related Risk

AVETIE11114Y;

Reduce Cost Services

Preventive
Maintenance

PM contracts
Time &

Material

Invoice Time Preferred
& Material Supplier
Product Vendor
Revenue

Product Related Services

Process

A process contro
& automation
\ system provider

Proactive

>

Improve Competitive

Advantage

Business
Optimisation

Optimisation

Service Level
Agreements

Solution
Provider

Outcome
Based Services

Trusted Advisor

Change

Products as

a Service

Implement Strategic

Customer Business Related Services
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Proposition
Business
Transformation .
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Model
Managed
Services / BPO
Type of
Strategic Business Relationship
Partner
NNOVENTUM.



Introduction

Five answers to help you develop new loT & data-driven services

Summarizing the conclusions

Questions & answers

NINOVENTUM. e T ,———-»

© 2017 - All rights reserved Noventum Service Management Ltd.



1. How do | get started and keep momentum?

Example case: Getinge (providing product & solutions to healthcare providers)

=
Result
loT Customer
Why? e
Your core
capabilities and
_ brand values
‘How can we address customer needs with
data & IoT capabilities we already have?”
=
-, -, it L1 \NOVENTUM.
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1. How do | get started and keep momentum? * <downtime

* < time to repair
e > first time fix rate
Result: A quick and profitable new service: Getinge Online e >visibility & reliability

E * < nr. onsite visits

* <mgt. time

e
Replenishment of
Analyses problems Consumables ..
remotely Productivity
Predict & prevent

breakdowns Pro:c/|5|on of r('ea]l—tlme Cost
Monitor customer performance int.
Time

sites remotely

Example

Data indicated there was
something to predict

A

value

Connect Manage

Conclusions: * Focus on customer value and your own core capabilities.
e Use a step by step approach where new capabilities are added frequently.

------------------------------------------------------------------------------------------------- 12 . Y NOVENTUM,
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2. Who should | involve? And why?

Service
Strategies

Advancing Service Exceflence

Profit (potential)

Example case: a process control & automation system provider
(helping plant managers to optimise the production process and
improve health & safety)

A process contro
& automation
system provider

.. And research indicated customers
needed support to manage risk

Desk research /

\ Surveys /
Surface
Say \ Interviews / Explicit

Product
. Do
related service / Use

The market was under pressure

loT enabled \
service models

Observations Interpretable

Product sales Deep

Associative
Know Methods
Feel Implicit
Dream

2016
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2. Who should | involve? And why?

Result: a best in class plant operational excellence solution

Example

—

Assets

T

Aumd surprises

Am

Preempt bottlenecks

>

Optimisation of TCO throughout the plant lifecycle

..Which took >3 years to launch

Safety
Why? Production
Service ™

Advancing Servica Exceﬂence
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2. Who should | involve? And why?

soa
I
Example ®_©O
-.- Board
Operat/ons \ \
Result :.-
ah — Allgnment
Finance
® \ :
-0- I Business leaders
Marketing -
& sales .-. R&D

IT

Conclusions: « Involve all key stakeholders from the start as all area’s of the business are impacted.
e Clearly articulate the value for each stakeholder.
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3. What makes a balanced portfolio of opportunities?

Example case: MAN Truck and Bus Ltd. reducing the TCO of MAN'’s trucks

The Total Cost of Operating (TCO) MAN'’s trucks
Average Turnover Per Vehicle =€150,000

Result Net Profit Per Vehicle For Top 100 Operators 3-4% ROS
Net Profit Per Vehicle Per Annum €5-6000
Total Cost of Operation Per Vehicle = €145,000
?
Why? . Fuel Cost @ 45% = €65,0000
s o - 10% Saving on Fuel’= €6,000
Reducing the use of fuel could DOUBLE THE PROFITABILITY per vehicle...!
o T U L — NNOVENTUM.
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3. What makes a balanced portfolio of opportunities?

Result: a new business model in the truck industry ....

Example

=— Harsh Harsh
Braking _ Acceleration

Over-speeding

Correct Use . Time Spent in

of Gears ‘Sweet Spot’
Driver Improvement is the Key!
i
Why?

° S N Ty
e M Eenchmark Performer
Ll Competent - Could Do Better §
L00 Development Required D | 461:44% |
(€] Expensive (Econom ically & Environmen tally)
°
5] Goodbye! 0: 0%

—
Service
StrategIes J T e L7 NOVENTUM.
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3. What makes a balanced portfolio of opportunities?

GETINGE

A process contro

Example & automation
GETINGE GROUP ystem proviae
Product related services Customer business related services
Result Focus Existing data & loT capabilities Customer value (critical customer pains & gains)
Risk Low: Extension of existing capabilities High: New proposition and new capabilities
ROI Short-term Long-term
Advantage Additional services New business model

Benefit Double digit growth

+/-500% growth

Conclusions:  Decide on a future vision: know what you’re working towards.

* Include short, mid & long-term ROls.

_________________________________________________________________________________________________ (1 S
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4. How do | translate conceptual ideas into practice?

Product Development approach Service
Result
¥ T /5 % agile systematic design,
I & @ built, test and
* implementation is »
Why? required
0 T 19 \novenTum.
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4. How do | translate conceptual ideas into practice?

Service develop & ' Optimization until end

Example Service identification
Opportunity discovery & opportunity Service (re)design deplovment of lifecvcle
selection A Y
Go-no-Go? Go-no-Go? Go-no-Go? Go-no-Go?
What if you don’t?

You might end up with:
* A new service which is hard to sell for the existing sales team, and
* Once sold, is difficult and costly to deliver.

...... heavy delays, a negative ROI and dissatisfied customers

Conclusions:  Follow a systematic service design & development approach.
* Design & pilot not only the value proposition but also the marketing, sales & delivery models.
* Leverage existing service industry standards to ensure good results quicker and at reduced risk.
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5. How do | reduce risk and optimise my ROI?

The waterfall approach The agile approach

Initial Plan

Project definition M
Initial Release

Plan

Example

“Uirements

Solution

Landscape
IT Architecture

Define Sprint (1)
Define Sprint (2)

Result

—
i
—
)
(=
‘=
Q.
(7]
>
S
Q.
)]
o

Build
Integrate
Develop f—

What will happen?

* Issues identified and resolved in early stages
resulting in a higher quality end result.
* You get frequent results with limited scope.

!

Conclusions:  Use an agile approach & involve customers from the start.
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Summarizing the conclusions

1. How do | get started and keep momentum?
* Focus on customer value and your own core capabilities.
* Use a step by step approach where new capabilities are added frequently.

2. Who should | involve? and why?
* Involve all key stakeholders from the start as all area’s of the business are impacted.
e Clearly articulate the value for each stakeholder.

3. What makes a balanced portfolio of opportunities?
* Decide on a future vision: know what you’re working towards.
* Include short, mid & long-term ROls.

o T U e NONOVENTUM.
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Summarizing the conclusions

4. How do | translate conceptual ideas into practice?

* Follow a systematic service design & development approach.

* Develop not only the value proposition but also the marketing, sales & delivery models.

* Leverage existing service industry standards to ensure good results quicker and at reduced risk.

5. How do | manage risk and optimize my ROI?
e Use an agile approach & involve customers from the start.

i((( ’)) w
Product oriented Customer oriented

It’s not a project, it’s a transformation!
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Questions & answers

To learn more about how to overcome these challenges we invite you to:

Download our latest article on the 7 steps to uncover the potential of loT —
where we explain how you can use Using Design thinking to leverage loT
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4-day Service Leadership Course
12-16 September, Amsterdam

@N OVENTUM. @ °oweem

Our Service Innovation Community

2 day Service Innovation Forum:

Game Changer loT
11-12 October, London

To set our Service Innovation Programme
agenda we’re always looking for the key
challenges faced by manufacturers today.

1 day Future of Service with loT workshop

14th of September, Amsterdam
11th of October, London
26t of October, Dusseldorf

Click here to find out more
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Share your challenges and get a free 1-hour
consult with one of our specialised
consultants in return!
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http://www.noventum.eu/forms/service-innovation-community
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