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The Servitization Revolution in Manufacturing
In an ever-evolving industrial landscape, manufacturing companies are embracing a profound transformation: 
servitization. This compelling shift signifies a paradigm change in how these organizations create and deliver value 
to their customers. It extends far beyond the traditional model of producing and selling products and enters the 
realm of delivering comprehensive service packages alongside these offerings.

Relevance to Manufacturing

Servitization's relevance to the manufacturing industry is undeniable, given its potential to not only  adapt to the 
market's changing dynamics but also drive substantial growth. Manufacturers who  successfully implement 
servitization strategies   outperform their peers long-term by 50%.

As the manufacturing sector redefines itself in the face of unprecedented global challenges, embracing 
servitization, coupled with Enterprise Service Management (ESM) and IT Service Management (ITSM), is not just a 
strategic option; it has become a necessity. The following sections of this guide will delve into the specifics of how 
these strategies can be harnessed effectively in the manufacturing context to create lasting value beyond products.
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Leveraging ESM and ITSM for Manufacturing

ESM and ITSM in the Manufacturing Context

Within the intricate web of the manufacturing sector, ESM and ITSM 
are versatile frameworks that go beyond traditional product-centric 
strategies. By embracing ESM and ITSM, manufacturing companies 
can fundamentally redefine their operational dynamics, enriching 
both customer experiences and internal processes.

These two play a pivotal role in enhancing efficiency, agility, and 
customer service within manufacturing organizations.

Improving Efficiency

Efficiency is the cornerstone of competitive manufacturing. ESM and 
ITSM facilitate this by automating and optimizing key IT and non-IT 
processes. Consequently, this improvement has the potential to 
streamline production processes, reduce waste, and enhance 
resource allocation.

https://www.porsche-consulting.com/international/en/publication/beyond-product


Enhancing Customer Service

Customer-centricity is the new norm. ESM and ITSM play a significant role in achieving this by ensuring that 
manufacturing companies are responsive to customer needs.

ESM and ITSM's Contribution to Customer-Centric Manufacturing

In the relentless pursuit of excellence and competitive advantage, customer-centricity has become the 
focal point for manufacturing companies. ESM and ITSM help organizations ensure their IT infrastructure 
and processes are set up in a way that can transform how organizations interact with their clients and add 
value beyond products.

1. Personalized Services

ESM and ITSM empower manufacturing companies 
to tailor services to the unique needs and 
preferences of individual customers. Through data 
analytics, you can gain valuable insights into your 
customers' behavior and requirements. Armed with 
this information, you can provide services that are 
not just relevant but deeply personalized, 
enhancing customer satisfaction and loyalty.

2. Real-time Communication

In the age of instant gratification, real-time 
communication is a game-changer. ESM and ITSM 
enable manufacturing companies to maintain 
seamless, prompt, and effective communication 
channels. Whether it's addressing queries, 
resolving issues, or proactively notifying customers 
about service updates, you can build responsive 
and engaging dialogues that foster stronger 
relationships.

3. Predictive Maintenance

ITSM, in conjunction with Internet of Things (IoT) 
technology, allows manufacturing organizations 
to move from reactive to proactive customer 
service. By monitoring product performance in 
real-time, you can anticipate maintenance needs 
and intervene before issues escalate. This not only 
reduces downtime but also showcases a 
commitment to customer satisfaction by 
preventing disruptions.

4. Service Quality and Consistency

Both ESM and ITSM streamline and automate 
service processes, ensuring that each user 
interaction adheres to predefined standards and 
best practices. This consistency not only enhances 
service quality but also builds trust within your 
community. 



Implementing Servitization: A Step-by-Step Guide

Integration of Services

The journey to servitization in manufacturing begins with the integration of services into your existing 
product-centric model. This shift is far from a simple transaction and requires a comprehensive strategy that 
harmonizes services and products to deliver greater value to customers.

Combining Services with Products

This process entails several critical steps to ensure a seamless fusion of services and products that truly 
enhances value.

1. Identify Complementary Services

The journey to servitization in manufacturing 
begins with the integration of services into your 
existing product-centric model. This shift is far from 
a simple transaction and requires a comprehensive 
strategy that harmonizes services and products to 
deliver greater value to customers.

2. Understand Customer Needs

A deep understanding of customer needs and 
expectations is paramount. Manufacturers must 
engage with customers to identify their 
requirements, challenges, and preferences. 
Customer feedback, surveys, and market research 
are valuable tools for this purpose. Understanding 
what customers truly value allows for the creation 
of services that align with their expectations.

3. Define Service Offerings

Once customer needs are understood, 
manufacturers can define their service offerings. 
These services should be clearly articulated, 
outlining what they entail, how they benefit 
customers, and how they integrate with the 
product. Well-defined service offerings lay the 
foundation for a successful implementation.

4. Run Training and Workforce 
Development Programs

Preparing the workforce for delivering these 
integrated services is essential. Employees need 
training on new technologies, service protocols, 
and customer interaction best practices. This step 
ensures that the service-product package is 
delivered effectively and consistently.

5. Implement a Service-Centric Culture

Manufacturers must foster a culture that values 
service as much as products. This cultural shift 
ensures that all employees are aligned to provide 
exceptional services alongside products. It may 
involve redefining performance metrics, incentives, 
and recognition programs to promote a customer-
centric mindset.

7. Ensure Strong Data Security and 
Privacy Protocols Are in Place

If the integrated services involve data collection 
and analysis, data security and privacy 
considerations are paramount. Manufacturers must 
implement robust security measures to protect 
customer data and comply with relevant privacy 
regulations.

6. Establish Service-Level Agreements 
(SLAs)

To manage customer expectations and ensure 
service quality, manufacturers often establish 
Service-Level Agreements (SLAs). These SLAs 
clearly define the scope of services, response times, 
and expected outcomes, creating a contractual 
understanding between the manufacturer and the 
customer.



Technology and Tools: Selecting ESM and ITSM Solutions

Selecting the right technology and tools is instrumental in implementing servitization effectively. The selection 
process should align with your organizational goals and the services you plan to offer.

Here are key considerations and pointers for choosing the most appropriate ESM and ITSM solutions:

1. Understanding Your Unique Needs

Before diving into ESM and ITSM selection, it's crucial to thoroughly understand your specific 
needs. This requires a comprehensive assessment of your organization's structure, objectives, 
and the services you aim to provide. Different manufacturing companies have different 
requirements based on their products, customer base, and goals. For example, a manufacturer 
of heavy machinery may require different ESM and ITSM solutions compared to a producer of 
consumer electronics.

2. Scalability

Consider whether the selected ESM and ITSM solutions can scale with your business as it grows. 
Scalability ensures that the tools can accommodate increasing service demands and a larger 
customer base without requiring significant overhauls. This adaptability is crucial to future-
proof your investment.

3. Integration Capabilities

Seamless integration with your existing systems is paramount. The selected solutions should be 
capable of working cohesively with your current IT infrastructure, minimizing disruptions and 
enhancing operational efficiency. This integration is vital for the exchange of data and 
information between services and products.

4. Customization and Flexibility

The ability to customize the ESM and ITSM solutions to align with your unique requirements is an 
essential consideration. Manufacturing companies often have distinct processes and service 
offerings, and the chosen solutions should be flexible enough to adapt to these specifics. This 
customization allows you to tailor the tools to your business's exact needs.

5. Data Security and Compliance

Data security and compliance are of paramount importance, particularly when dealing with 
customer data and service information. Ensure that the ESM and ITSM solutions meet industry 
standards and compliance regulations. Strong security measures should be in place to 
safeguard sensitive information, and the tools should support compliance with relevant data 
protection regulations.

7. Performance and Reliability

The performance and reliability of ESM and ITSM solutions are non-negotiable. These tools 
should be able to handle the demands of your services without experiencing frequent downtime 
or performance issues. Reliable tools ensure that services can be delivered consistently and 
without interruptions.

6. User-Friendly Interface

A user-friendly interface is vital for both employees and customers. The ease of use ensures 
that your team can efficiently manage services, and customers can access and interact with 
them without encountering barriers. A user-friendly interface fosters a positive user experience.



Harvest maximum returns with 
IFS assyst

With IFS assyst, manufacturers can harness the 
power of ITSM and ESM, enabling them to take 
the five steps towards greater ROI.

With a user-friendly interface, low-code 
technology, and powerful self-service 
capabilities, IFS assyst can help you propel your 
manufacturing operations to new heights and 
ensure that your ROI is maximized with each 
step you take in this dynamic marketplace.

Discover the full capabilities of IFS assyst and 
kickstart your transformative journey today.

Get in touch

8. Support and Training

Consider the availability of support and training when selecting ESM and ITSM solutions. 
Adequate training is essential to empower your workforce to use the tools effectively. 
Additionally, reliable customer support can be invaluable when troubleshooting issues or 
seeking assistance with the tools.
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