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THINGS+

Projekt Things+

Stvaranje postupka razvoja usluga ,,Service Innovation

Methodology (SIM)” prilagodenog primjeni u malim i srednjim
poduzecima:

e ogranicenih resursa
e ogranicenih kompetencija
e ogranicenog roka provedbe

Primjena kroz pilot projekte servitizacije proizvoda
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HILTI Fleet Management



Power by
the hour



THINGS+

Pilot projekt servitizacije

Razvoj usluga na temelju postojecih proizvoda

Prilagodavanje poslovanja — poslovnog modela i organizacijske
strukture

Komercijalizacija novostvorenih usluga

Internacionalizacija novostvorenih usluga

Servitization is the innovation of organisation’s capabilities and
processes to better create mutual value through a shift from
selling product to selling Product-Service Systems.

A.Neely, Cambridge Service Alliance



THINGS+

Pilot projekt servitizacije

Planirano trajanje od Sest mjeseci:
- dva mjeseca razvoj usluga i transformacije poslovanja
- Cetiri mjeseca komercijalizacija i internacionalizacija

Zajednicke radionice radi upoznavanja s osnovnim alatima i konceptima
4-5 radionica, Ri/Zg

Samostalan rad poduzeca uz mentorstvo i savjetodavnu podrsku

Razmjena iskustva i najboljih praksi



Faza 1: Inside-out

/\

|dentificiranje prilika za servitizaciju na temelju
postojecih kapaciteta, kompetencija i znanja poduzeda

Analiza funkcionalnosti proizvoda i ponude vrijednosti
Usporedba s drugim rjesenjima na trzistu

Identificiranje trzisnih trendova
Identificiranje usporedivih usluga



Faza 2: Outside-in

1 2 3 4 5 6

/\

Identificiranje prilika za servitizaciju na temelju
novih spoznaja o kupcima i njihovom boljem razumijevanju

Segmentiranje kupaca
Analiza aktivnosti, ponasanja i problema kupaca

Istrazivanje trzista
Pocetni koncept servitizacije



Faza 3: Dizajn usluga i primjene

1 Z

/\

Razrada koncepta servitizacije i poslovanja

Razrada aktivnosti i procesa kupaca
Redefiniranje poslovhog modela i organizacije
poslovanja

Upravljanje promjenama organizacije i poslovanja
Operativni koncept servitizacije




Faza 4: Primjena

/\

Formuliranje strategije primjene

Definiranje elemenata upravljanja provedbom
Pradenje, korekcije i prilagodavanja

Nacionalna provedba i komercijalizacija
Internacionalizacija (opcija)



Pitanja
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Month 1

Phase 1: Opportunities based on existing capabilities and knowledge — inside-out

Workshop No. 1 or 1on1 consulting

[ —

I Successful past
: strategies
| (deliberate and
! emergent)

: 1 List of alternatives

Existing products i Product Attributes ' ) Value Map Customer Segment .| (competitors, .

and services list 1 Map | (VPC) (VPC) 71 substitutes, g SCEEINTD
:_ 1 workarounds)

[P P —

Homework (support and mentoring)

Key trends List of competing Self-assessment of
idenytification »| servicesonthe P current
market servitization level




Month 1

Phase 2 Opportunities based on external developments and new insights — outside-in

Workshop No. 2 or 1on1 consulting

Customer HH
H EI Customer H El Customer Tests and
s:jger:;;:(ds) HH persona i journey experiments
Homework (support and mentoring)
e
Interviews : 1 : 1 : Revised pain
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Phase 3: Change and implementation design

Initial
servitization
concept

Workshop No. 3 or 1onl consulting

New customer

Business model

RPV framework

Servitization

journey —> change — change conceptc
. . . New service
scenario requirements requirements .
blueprint
P T 1
1 Current 1
: servitization |
i level :
e e - - --- -
Homework (support and mentoring)
1 izati 1 1
| Organizational | Resources, | Detailed Company
and cultural budget and . management
! —»  servitization
| change | | competences acceptance and
. i - concept
I requirement ! 3 requirements | approval

Month 2



Months 3+

Phase 4: Product servitization implementation: national & international

lon1 consulting

Workshop No. 4 or 1on1l consulting Workshop No. 5 or 1on1 consulting

P T 3 .
One Page Critical (OnePageStr.) I Performance Asfraa;:teatlzzzf
Strategy P assumptions list »|{ Implementation —®' measurement servi tigzz e
(draft) (draft) activities | system p—
[ - P
Homework (support and mentoring)
S T T e : P i
| . 1 | 1 Organizational 1 R pas il . Servitization IInternationalization, Servitization
Business model RPV and cultural implementation | - - S
! . L —>»|  strategyand implementation | internationalization
1 changes 1 | requirements | change 1 activities o 1 .
. budget accepted , activities planned implemented
L 1 L 1 L requirement | planned 3 1




oy

1
1

| RPV
I requirements
1

One Page
Strategy
(draft)

Servitization
implementation
plan

Servitization
strategy and
budget accepted

Servitization based
offer developed
(Threshold 1)

Optional activity (during workshop, 1on1 consulting or homework)

Suggested activity (during workshop, 1on1 consulting or homework)

Key activity (during workshop, 1onl consulting or homework)

Senior management approval / decision

Servitization initiative result

Months 3+



