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across a variety of industries

Worked with ServiceMax from
GE Digital across the full project
cycle to deliver a robust data
set

www.vansonbourne.com

oy

VansonBourne


http://www.vansonbourne.com/

DEMOGRAPHICS

600 IT and field service decision makers, with responsibility for/involvement in field service

management in their organisation were interviewed in April and May 2018, split in the

following ways...

..country ..respondent type

UK 100
us 150
Turkey
Saudi Arabia
UAE mIT decision makers mField service decision makers
Figure D1: Analysis of respondent country, showing data for Figure D2: Analysis of respondent type, showing data for all
all respondents (600) respondents (600)

..sector

Manufacturing 150

Medical

Energy and utilities val

Oil and gas 0

Distribution, logistics and

transport 38

Telecoms Beys

Other sectors 154

Figure D3: “Within which sector is your -

organisation?”, asked to all
respondents (600)
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DEMOGRAPHICS CONTINUED

Further demographic splits include...

..number of service engineers

m100-1,000 service engineers

m1,001-3,000 service engineers

m 3,001-5,000 service engineers
5,001-7,500 service engineers
7,501-10,000 service engineers

m10,001-20,000 service engineers

B More than 20,000 service engineers

Figure D4: “Approximately, how many service engineers

(including contractors) work for your

organisation?”, asked to all respondents (600)

..number of individual assets

2.64

million

m 1-100,000 individual assets
100,001-500,000 individual assets
500,001-1 million individual assets

= 1,000,001-3 million individual assets

m 3,000,001-5 million individual assets

® More than 5 million individual assets

mDon’t know

Figure D5: “Approximately, how many individual assets in total
does your organisation have in operation at any one
time?”, asked to all respondents (600)

..number of employees

250-1,000 employees 113
1,001-3,000 employees 110
3,001-5,000 employees
5,001-7,500 employees 61

7,501-10,000 employees 61

10,001-20,000

employees 6

20,001-30,000
employees

More than 30,000
employees

H
N

3

Figure D6: “How many employees does your
organisation have globally?”, asked -

to all respondents (600) H
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Three areas of interest:

1: The move to servitisation

2. Current asset service data practices
3. The benefits of automating asset
service data collection, aggregation and
analysis



1: The move to servitisation

2. Current asset service data practices
3. The benefits of automating asset
service data collection, aggregation and
analysis



CURRENT BUSINESS MODEL

Surveyed IT and field service decision makers would

only categorise 19% of their organisation’s current
business model as outcome-based, on average

m Product-based Service-based m Outcome-based/servitised m Consulting

Figure 1: Analysis showing the average proportions of respondents’ organisations’ business models that

would fall into the above categories, not showing “Other specified categories” (0%) and “Don't .
know” (0%), asked to all respondents (600) h
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CHANGING BUSINESS MODELS

The vast majority (95%) of respondents, whose organisation does not currently operate a 100% outcome-

based business model, state that their organisation is currently working towards moving some or all of its
products and/or services towards such a model, or is planning to in the future

43% 0
46% 46% 59%
53% 5
° 45%
35%

Total Oil and gas Manufacturing Telecoms Energy and utilities Medical Distribution, logistics Other sectors
and transport

mYes, we are working towards this currently m Working towards this in the future
Figure 2: Analysis showing the proportion of respondents who report that their organisation is currently working towards moving some or all of its products and/or services towards an outcome-based or servitised
business model, or is planning to in the future, split by sector, asked to respondents whose organisation does not currently operate a 100% outcome-based/servitised business model (597) h
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COMPETITIVE BENEFIT

Servitisation will
make my company
more competitive

than ever before

Telecoms = 86%

Oil and gas = 84%

82% agree
Other sectors = 79%

Figure 4: Analysis showing the percentage of respondents who agree with the following statement: “Servitisation will make my company more competitive than ever before”, split by sector, asked to all respondents
(600)

Over eight in ten (82%) agree that servitisation will make their company more competitive than ever

before .
Vanson Bo:r.n.e




1: The move to servitisation

2: Current asset service data practices
3. The benefits of automating asset
service data collection, aggregation and

analysis



STRUGGLES WITH ASSET SERVICE DATA

Management of access to 1%
asset service data in real 47% 31% 8%
time 1%
Aggr tin t servi 1%
ggregating asse service 42% 27% 10% 294

data in a structured way

Analysi t i
na ysmgdzs;e service 37% 26%

Sharing asset service data
analysis with the rest of the 36%
business

24%

m Small improvements needed - we could do this better

No improvement needed - we do this completely successfully
m A complete overhaul needed - we are very unsuccessful in this

®m Huge improvements needed - we really struggle with this

m We don't really do this at all yet mDon’t know

Figure 5: “Where do you believe your organisation is concerning how it handles the following aspects of asset service data?”, asked to all respondents (600)

Only around two in ten respondents report that there is no room for improvement in their organisation when

it comes to aggregating (18%), analysing (21%) and sharing (21%) asset service data - fewer still (13%)
report the same for management of access to asset service data in real time .
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TRUST IN ASSET SERVICE DATA

Only 50% of respondents report that they or other service leaders in their organisation completely trust the

asset service data that they have access to (fig. 6)

Service asset data
should be central to
strategic decision
making
28%
i 859% believe
that

Total Saudi France Germany Turkey
Arabia
Figure 6: Analysis showing the percentage of respondents who report that they or other service leaders Figure 7: Analysis showing the percentage of respondents who agree with the following statement:
in their organisation completely trust the asset service data that they have access to, split by “Service asset data should be central to strategic decision making”, asked to all respondents =

country, asked to all respondents (600) (600)
Vanson Bo:r'r?e



COLLABORATIVE WORKING

A minority (22%) of respondents believe that the IT and field service functions in their organisation work

together completely effectively to achieve the goal of better data utilisation

37%
28%
22% 21%
19%
15%
10%

Total France Germany Saudi Arabia Turkey

Figure 8: Analysis showing the percentage of respondents who report that the IT and field service functions in their organisation work together completely effectively to achieve the

goal of better data utilisation, split by country, asked to all respondents (600) .
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INTERNAL STRUGGLES

Over three quarters (77%) of respondents agree that the pace of data intelligence digitally collected by their

organisation’s assets is outpacing the skills of those responsible for using the data

Total =77%

“ The pace of data intelligence
digitally collected by my o
organisation’s assets is Medical = 76%

outpacing the skills of those ,, Telecoms = 76%
responsible for utilising the data

Manufacturing = 71%

Energy and utilities = 69%
Other sectors = 80%

Figure 9: Analysis showing the percentage of respondents who agree with the following statement: “The pace of data intelligence digitally collected by my

organisation’s assets is outpacing the skills of those responsible for utilising the data”, split by sector, asked to all respondents (600)
o
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1: The move to servitisation

2. Current asset service data practices

3: The benefits of automating asset
service data collection, aggregation and

analysis



THE POTENTIAL USE OF ASSET SERVICE DATA

The majority (84%) of respondents believe that the successful utilisation of asset data can positively

impact all areas of the business

Distribution logistics and transport

Figure 11:  Analysis showing the percentage of respondents who agree with the following statement: “The successful utilisation of asset data can
positively impact all areas of the business”, split by sector, asked to all respondents (600) -

VansonBo:r'n‘e



REVENUE INCREASES

On average, respondents estimate that the automatic collection, aggregation and analysis of asset service

data and using this process to drive new marketing, sales and financing models can increase their
organisations revenue by 14.15% over the next 12 months

i i ' : - N 14.03% 14.78%

Total MENAT Europe Distribution, Telecoms Oil and gas Medical Manufacturing  Energy and Other sectors
logistics and utilities
transport
Figure 12: Analysis showing the average percentage by which respondents estimate their organisation’s revenue will increase over the next 12 months as a result of automatically collecting, aggregating and analysmg
asset service data, and using it to drive new marketing, sales or financing models, split by region and sector, asked to all respondents (600) H
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DECREASED OPERATIONAL COSTS

12.80%
11.96% 11.90%
' 10.99% 10.89%

Total MENAT Europe Distribution, Medical Manufacturing  Oil and gas Energy and Telecoms Other sectors
logistics and utilities
transport
Figure 13: Analysis showing the average percentage by which respondents estimate their organisation’s operational costs could decrease over the next 12 months as a result of automatically collecting,

aggregating and analysing asset service data, split by region and sector, asked to all respondents (600)

Respondents believe that the automatic collection, aggregation and analysis of asset service data could

decrease their organisation’s operation costs by as much as 12.03% over the next 12 months, on
average .
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RETURN ON INVESTMENT

“For every $1 spent,
we’'d expect a return of...”

4.44

Figure 14: Analysis showing the average return on investment that respondents’ organisations expect on every $1 spent
ensuring that they can automatically collect, aggregate and analyse asset service data, asked to all respondents
(600)

For every $1 invested in ensuring that they can automatically collect, aggregate and analyse asset service

data, respondents anticipate that their organisation would expect a return of $4.44, on average

VansonBo:r'r%



REMAINING COMPETITIVE IN INDUSTRY

Approaching nine in ten (87%) respondents believe that the automatic collection, aggregation and analysis

of asset service data will positively impact their organisation’s ability to remain competitive in their

industry
[o)
>1% 49%
46%
[0)
40% 38%
32%

Total MENAT Europe Manufacturing Telecoms Energy and Oil and gas Distribution, Medical Other sectors
utilities logistics and
transport
m Significant impact m Slight impact
Figure 15: Analysis showing the percentage of respondents who believe that automatically collecting, aggregating and analysing asset service data will have a significantly or slightly positive impact on their -
organisation’s ability to remain competitive in their industry, split by region and sector, asked to all respondents (600) h
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VALUE OF ASSET SERVICE DATA

The more asset
service data is used,
the more value it
brings to the
organisation

86% agree
that

Figure 16:  Analysis showing the percentage of respondents who agree with the following statement: “The more asset service data is used, the more value it brings to the organisation”, asked to all respondents (600)

Approaching nine in ten (86%) respondents agree that the more asset service data is used, the more

value it brings to the organisation

VansonBo:r'n‘e




¢n Gen ZWill Be Last To Remember
2 A Product-Based Economy

Outcome-based business models are reshaping our expectations with products.

7% 84%

Believe Gen Z (those born want same efficiencies in their n
mid-1990s onwards) will be consumer life that businesses
last generation to experience are gaining through

outcome-based models.

an economy dominated by

products alone without any

embedded services or

outcomes.*

Servitization is reshaping business models, and demand for
servitized convenience and efficiency means it's just a matter
of time before reaching a tipping point in a consumer context.

Outcome-based contracts and business models put service
data in anew light with products, new revenue streams and
perational i dependencies all gravitating towards it.

Connected equipment assets,
industrial platforms and

o say successful collection and
87/0 use of asset service data will

haveimpact on their

servitization have made organization's ability to
remain CO'I‘PEtltIWA
service data more valuable
and strategic than ever before
o sayGenZ and
30 /o Millennials currently working
with their organization's
agree that it should be asset service data are better
central to strategic equipped to handleit

decision making through digital familiarity.

)
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DOWNLOAD NOW

Asset and Service Data
Gravity

Whitepaper

Vanson Bourne and ServiceMax,
a GE Digital company

Data Gravity

The Rise of Asset and Service

Service & Asset Data is playing a more strategic role in the wider enterprise - not just operations

Say successful collection and utilization
of asset data can positively impact all
areas of the business

Think asset service
data should be cen
strategic decis
making*

*SarvicaMax | Vamson Bomme Ressarch 2048

Asset and Service Data holds untapped Mktg
insights for almost every line of business:
It also has a huge impact on Overall
Equipment Effectiveness in terms of
performance, capacity, quality, and uptime.

3%

cs

L

R&D
3%
Finance 1]
33% 56%
Sales
38%

With connected equipment assets, every line
of business will eventually gravitate to -
and be influenced by - this data. 86% think
the more asset service data is used, the more
value it brings to the organization.

The rise of this Asset and Service Data Gravity'
is changing the way businesses view and
monetize their service operations and
fuelled by outcome- based contracts and

89%

believe servitization will enhance
the way their industry operates.

95%
companies that don't currently
operate a fully servitized
business model say they are
already working towards it orare
planning to in the future.

>>> servicemax.com/data-gravity
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