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    To offer a new service in business, technologies are often used to increase efficiency and service quality. Over the past few years, the service industry has transformed itself to adapt to the fast-changing business environment and consumer demand. Global industrial and educational activities are fast changing to adjust to the new paradigms caused by the COVID-19 pandemic. New business models that incorporate innovative technologies and deliver online-offline hybrid services are necessary to continue generating economic value. Technology servitization strategies are important in order to create valuable innovations for both conventional and new industries. This short book equips students and entrepreneurs with the following capabilities:




    1.Value creation methods based on the holistic value chain of manufacturing and service convergence




    2.Service management basics from new service design including customer journey map analysis to designing effective online-offline blended business models.




    3.Insights into new business plan making along with a variety of latest innovative cases through the pandemic era.
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      Abstract




      How to turn a traditional product into a service? How to equip the existing physical medium with differentiating features? Why do we need complementary services to an already seemingly efficient product? These and many more are the questions that concern the area of Technology-Service Management - the field, that primarily deals with the idea of developing and implementing technology for the sake of creating a service-shaped value out of it.




      In this chapter, we will become familiar with the ever-evolving definition of servitization and understand why innovative firms are interested in pursuing this strategy. Subsequently, the chapter will introduce two necessary frameworks for identifying the need for servitization - namely, the Gap Model of Service Quality and ServQual. Finally, we will explore three types of Product-Service Systems (PSS) through the case studies of the recent servitization trends.
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      Introduction: The Concept of Servitization




      In such a large field covering numerous aspects related to services, the concept of servitization stands especially strong, continuing to develop both in academic and industrial realms in the current highly digitised business landscape. As entrepreneurial organisations all over the world began releasing the value of intangible offerings, servitization, has established its roots in even the most traditional markets long before academic interest in it. One of the examples of the first industrial servitization initiative belongs to Rolls Royce and their “power-by- the-hour” trademark, which was developed in 1962 (Rolls-Royce, 2012). Then-radical approach to simply leasing out an aerospace engine on an hourly basis with complementary mechanic services instead of selling it to airlines became the new business-deal standard in the industry making it easier for airlines to sustain the existing and acquire the newest additions to their aeroparks. Servitization, then, in its purest form can be generally identified as an innovative strategy of




      adding services to the already offered physical goods in order to gain market competitiveness and customer turnover.




      However, the notion of servitization has continued to evolve and has gained many shapes. Transforming from the simplest combined form of physical products and intangible services, servitization now represents a complex strategy of highly customised solutions pursued in hopes of achieving higher customer satisfaction. Still, the core of servitization, based on the pursuit of the combination of goods, services and support, remains the same. For instance, the solutions, which many of us cannot imagine modern life without, such as Netflix, Uber and Spotify all come together under the umbrella term of servitization initiatives. As such, the firms deploy personalised services and products, which ensure connected, long-term relationships with customers, hence, foster business profitability.


    




    

      Benefits of Servitization
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Fig. (1))


      The Main Reasons for Companies to Implement Servitization.



      As can be seen from the examples drawn before, servitization is first and foremost an essentially beneficial strategy for firms, who rely solely on supplying hardware products (Fig. 1). Adapting the strategies of Product-Service System (PSS) or Product-as-a-Service (PaaS), manufacturers, such as Rolls Royce, are able to not simply differentiate their revenue streams and improve product innovation, but more importantly - suggest thoroughly customised approaches to the consumer (Emerald Publishing, 2022). In this sense, servitization covers every vital aspect of a customer's journey by prolonging trust-based interaction between the firm and the client from the stages of actual purchase up until even the disposal of the product. For example, one of the leading Korean car manufacturers, Hyundai Motor Company, has undertaken an innovative solution in servitization by initiating proprietary remanufacturing and service stations for “recovering mechanical sub-assemblies”. This way, Hyundai is now responsible for satisfying the customer along the whole journey, finishing up with the recycling and reusing run-down parts as new materials for further construction. This servitization ensures Hyundai is able to continue prospering within the new sustainable type of circular economy as the innovative player in the car market.
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