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PREFACE
Only a few years ago, services were supposed to 
be only a cost factor or at the utmost a supporting 
function for the “real” business, the product-relat-
ed business. Nowadays, services have become an 
important factor for strategic differentiation and 
a driver for growing revenues, as a vast number 
of examples show.  Service Excellence has thus be-
come key for overall success.

Service departments have to keep pace with 
technological advancements. Currently the hot-
test trend for successful services are the so called 
smart services or remote services that are enabled 
by data gathered from the installed base in the field.

While the technological side of smart service is well 
developed in many cases, companies often struggle 
to economically take advantage of their services. 
Key success factors for establishing a sustainable 
and economically profitable smart service business 
are to have the right knowlege about needed re-
sources and capabilities to address a customer's 
competitive priorities, formulating the right smart 
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service solutions, creating as well as selling them 
and being able to overcome existing barriers to the 
introduction and offering of smart services. Inno-
vative forms of partnering become crucial for the 
strategic positioning in value creating networks.

Our 2015 benchmarking "The Next Step in Ser-
vice Excellence - Success in the Future of Smart 
Services" focuses on exactly these topics in order 
to identify and understand Successful Practices.  As 
a  participant in the benchmarking you have the 
unique opportunity to get insights into our re-
search conclusions from data of already over 140 
participants world-wide.

I kindly invite you to participate in our benchmark-
ing.  Together we can make a big step towards 
a successful offering of smart services as well as 
overall sustainable success in your service busi-
ness!
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BENCHMARKING OBJECTIVES
The objective of this benchmarking project is to identify Successful Practices for providing smart 
services. It offers the opportunity to determine their current performance level as well as identify 
levers for further improvement to all participants.

Gain Insights and Get in Touch with the Best

RESULTS
The results of the benchmarking with data 
from over 140 participants will be shared 
with you in the form of a personalized re-
port. 

PRIVACY
All responses are treated with strict con-
fidentiality. We comply with "The Interna-
tional Benchmarking Code of Conduct", 
which is based on the widely used APQC/
SPI Code of Conduct. Your answers will be 
released only as summaries in which no indi-
vidual's answers can be identified.

PRICING
All participants in the benchmarking will re-
ceive their personalized report for free!
Are you interested in the results but do not 
want to participate? You can purchase a re-
port of our findings for CHF 290 (excl. VAT). 
Please contact Maximilian Klein at maximil-
ian.klein@unisg.ch or +41 (0)71 224 72 68 
for further information.

YOUR BENEFITS AS A PARTICIPANT
By joining the benchmarking you will get insights 
into our research conclusions, which will show 
you:
 § The state of the art regarding smart services
 § Your current performance level compared to 
the industry average as well as Successful Prac-
tice companies

 § Levers for improving your service business with 
regard to smart services

Additional insights from our in-debth interviews 
with our Successful Practice companies give deep-
er meaning to the personalized report you will re-
ceive.

The selected Successful Practice companies are
 § Alfred Kärcher
 § Heidelberger Druckmaschinen
 § John Deere
 § Nordex Energy
 § Schindler 
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PURPOSE OF THE SEMINAR
The objectives of the seminar are to deepen your understanding for the offering of smart services 
by manufacturing companies, to derive individual implications from the benchmarking results and 
to establish connections between participants, leading to a lasting network of experts.

Network at our Smart Service Seminar

DATE AND LOCATION
The seminar will take place at the Univer-
sity of St.Gallen in Switzerland on September 
2nd. Further information will be sent to regis-
tered participants before the seminar.

COST
For all participants of the 2015 benchmark-
ing "Success in the Future of Smart Services", 
the cost of participation in the seminar will 
be a reduced price of CHF 300 (excl. VAT) 
instead of CHF 590 (excl. VAT).

REGISTRATION
To register for the seminar, please contact 
Maximilian Klein of ITEM-HSG at 
+41 (0) 76 527 72 68
maximilian.klein@unisg.ch
 

YOUR BENEFITS AS A PARTICIPANT
Building on the descriptive findings contained in 
the report each benchmarking participant receives, 
ITEM-HSG analyses the data deeper for more 
comprehensive insights.

Contents of the seminar will be:
 § Presentation of a Successful Practice case from 
the benchmarking

 § Reflection of top-learnings from the bench-
marking as well as augmenting research

 § Discussion of the results and future trends for 
smart services among attending experts

 § Workshop to derive valuable insights and indi-
vidual implications for your business

During the seminar you will be able to have in-
depth discussions with the participants from re-
search and industry. Thus, you will be able to con-
nect with some of the leaders in the field of smart 
services and grow your personal network.
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Building on the descriptive findings contained in the report each benchmarking participant 
receives, ITEM-HSG analyses the data deeper for more comprehensive insights. Along with keynote 
presentations from practitioners and researchers from the institute, a workshop part leaves room 
for deeper discussions of focal topics and networking.

09:30 - 10:00 Reception

10:00 - 10:15 Welcome and Introduction
  Prof. Dr. Thomas Friedli
  ITEM-HSG

10:15 - 10:45 Success with Smart Services - Understanding the Game Change   
  Dr. Markus Dierkes
  CEO, Intellion AG
  
10:45 - 11:30 Insights from the Benchmarking "Success in the Future of Smart Services"
  ITEM-HSG
  
11:30 - 12:00 Successful Practices in smart services
  To be announced  

12:00 - 13:00 Lunch

13:00 - 15:30 Workshop
  Round table discussion of selected topics

15:30 - 16:00 Discussion of open issues and steps for the future

16:00  End

Tentative Agenda
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Managing Director 
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Research Associate
Phone: +41 (0)71 224 72 68
Email: maximilian.klein@unisg.ch

Sebastian Biehl 
Research Associate
Phone: +41 (0)71 224 73 17
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WHO WE ARE
The Institute of Technology Management at the 
University of St.Gallen (ITEM-HSG) supports you 
during the planning, development and implementa-
tion of strategic projects. Our core competence 
is establishing connections between research and 
business and addressing them to your individual 
needs.  An experienced team of 60 consultants 
and researchers supports you in order to increase 
your future competitive advantages, from identi-
fying the greatest improvement opportunities to 
their implementation. The Institute for Technology 
Management is one of the leading European bench-
marking institutes with over 50 international stud-
ies during the past 10 years.

Our experience ensures:
• Independence from single sponsors
• High interest in our results' added value  
 for practitioners as well as for the scientific  
 community
• Procedure according to the International  
 Benchmarking Code of Conduct: this ensures a  
 correct attitude of all participants
• Data handling with utmost discretion for high  
 data security

If you are interested in gaining new service insights 
to ensure the future success of your company, take 
part in our 2015 Benchmarking "The Next Step in 
Service Excellence - Success in the Future of Smart 
Services". If you have any questions, please feel free 
to contact us.

Contact us!


