
Exhibited at The Spring Servitization Conference 2019, 13-15 May, Linköping, Sweden.

STEERING MANUFACTURING FIRMS TOWARDS IoT ENABLED SERVICE AND 
PRODUCT BUSINESS

Claudio Lamprecht, Heiko Gebauer, Elgar Fleisch, Felix Wortmann, Timo 
Gessmann

Product Service

Physical

Digital

2

1

Financial

Customer

Internal processes

Organizational capacity

Product revenue Traditional service revenue
(spare parts / Field service ..)

Rent service revenue

Market share 
(product & service)

Add hoc
Customer-under-contract
-> renewal rate

Number of new Services
(value-added)

Service excellence
-> delivery time
-> MTBF / MTTR
-> capacity utilization

Rental contract value &
Residual value

Operative excellence
-> utilization of the fleet
-> CAPEX

Maturity of service processes
-> Sales (customer relationships)
-> Service culture 
-> Innovation process

1

Financial

Customer

Internal processes

Organizational capacity

Capital employed Traditional services
-> IoT supported services

New digital solutions
-> one-time
-> recurring revenues

Data Volume

Number of connected products
-> during warranty
-> after warranty

Number of new digital solutions

IoT competences
-> Data analytics
-> Sales competencies
-> Innovation

2

Customer journey

Operative excellence

Boosting Existing Service Business

Boosting Digital Service Business

Success story: KPIs
Heavy equipment manufacturer 

Key business transformations
What drives today’s management thinking?

Identified Gaps
First case study results

Physical 

World

Digital 

World

Products Services

Service 
Transformation

Product 
Transformation

• Traditional KPIs focusing mainly on delivering value-in-exchange rather than value-in-use and may
not support the business objectives of manufacturing companies in a digital era.

• Relevant KPIs represent a combination of financial and installed based information collected
through emerging technologies.

• What are relevant KPIs?
• Internal and external reporting should be reconsidered in the light of new innovative business

models for manufactures.
• Manufacturing firms lack adequate measurement and control systems to steer their servitization

and Industry 4.0 investments.


