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Profile of Fraunhofer Gesellschaft
www.fraunhofer.de

—  Founded: 1949
— 13.000 employees

— 80 research institutes, of which 56 operate as
. independent profit centers

—  Fraunhofer International:

M = Europe: Brussels (Belgium)
= . o USA: Boston (Massachusetts), Pittsburgh (Pennsylvania),
2 : Plymouth (Michigan), Providence (Rhode Island),
s m e College Park (Maryland), Peoria (lllinois)
=a o Asia: Beijing (China), Singapore, Jakarta (Indonesia),

Tokyo (Japan)
Russia: Moscow
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Profile of IAO

www.iao.fraunhofer.de

—  Founded:
— Director:
—- Budget:

— Staff:

1981
Prof. Dr.-Ing. Dr.-Ing. E.h. Dieter Spath

24 million Euros,
of which 38% from industry contracts

202 employees,
185 student assistants
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Challenges for companies in mature industry branches

— Strong force to rationalization

Simplification of production processes in shops and offices
to improve efficiency.

— Consistently driven market penetration

and intensive branding ~Branding is about getting

Exploration of new business areas. your prospects to see you as

Creation of a brand identity for products. the only solution to their
problem” (Rob Frankel).

— Installation of customer loyalty creating services

Customer loyalty does not come as a standard feature. It requires custom tailored services
that meet individual requirements.

— Ongoing integration of new technologies
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Observation 1:
Services are part of the solution

Customer buys
product

Development
and sales of

Maintenance

Customer buys
solution package

Customer buys
service(s)
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Observation 2:
New technologies as drivers for new services

— Technical innovations support everyday life
In increasing amounts

— New technologies (e.g. RFID, UMTS, Web 2.0) are only
beneficial and profitable by additional services

— Innovations in the technology sector as well as
the services sector influence each other positively

RFID usage in logistics
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Observation 3:

Manufacturing is learning from service and vice versa
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What can be learned from manufacturing:
— Branding & marketing

— Systematic product engineering, R&D

— Creation of rational and efficient processes
— Standardization, modularization

— Global value creation chains
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What can be learned from services:

— Customer satisfaction, customer loyalty

— Efficient usage of data and information flows
— Creation of new business models

— Creation of service oriented company images

— Intercultural management
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Typical challenges in creating new services

lack of systematic
Innovation management

complexity of hybrid

products and service -

bundles

lack of integrated tools
to support the development process

lack of adequate
organizational structures

lack of
gualified staff and
service mentality

lack of suitable

models and methods
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Service Engineering -
foundation for excellent services

— Service Engineering is concerned with
the systematic development and design
of service products using suitable
models, methods, and tools.

R&D management for services

— The goal is to transfer innovative ideas
into successful services.

Services as R&D objects

Models Methods Tools
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Engineering approach for services

Product A product model describes, what a service delivers
model (description of the service, data models, service modules)

Process A process model describes, how a service is delivered = o=
model (definition of process steps, definition of interfaces)

Resource Resource models plan the resources needed for
model service delivery
(staff, materials, IT infrastructure)

"Abholung des Fanrzeugschilssels

Reparatur des Fahrzeugs
Probefanrt
Zurlickbringen des Schlussels
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Audi AG

Services creation and development process

Demand
analysis

Idea creation
and evaluation

Requirements
analysis

Conception

Operations
management

Creating Conceptual Strategic Performances Organisational Economic
: . and customer
ideas draft requirements ) measures assessment
benefits

Evaluating Market Customer Human resource Customer

: . . Processes ) :
ideas analysis requirements measures satisfaction

Fea5|b||!ty Staff RESOUICES Marketing .Staff.
analysis requirements satisfaction

Implementation
plan
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Audi AG

Implementing the development process

Methods and tools
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ServLab - development and testing of services

— Development and real-time testing of
processes and solutions for practical
usage

— Creation, testing, and optimization of
methods, tools, and approaches for the
development and management of
services

— Boosting the exchange of information
and experiences between involved
companies

Ser\/ Lab
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ServLab — examples and future projects
ServLab Future:

J’ — »Think Tank Service Innovation«
g,%— ® LGu — Integration of business process
‘ ’ Berufsgenossenschaft modeling tools
for Gesundheitadienst
ACCO R und Wanifahrtspfiege — Development of tool sets
— Further enhancement of the

Concept creation, simulation Design of consulting concepts mulati il
and testing of innovative check in for nursing homes >imuiation, €.g. scent piiiars,
sounds, etc.

Conception Evaluation Presentation Discussion Decision
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Factors of service excellence

ice portfolio

ee interaction

cesses

ess areas and
usiness models
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Defining the service portfolio

Companies offer a broad spectrum of product-related services.

Trainings
Documentation
Spare parts

71
69
67

Customizing & modernizing 60

Planning & projection 59

Maintenance, repair, cleaning 56
Installation, commissioning 53
Servicing contracts 45
Hotlines V]
Remote diagnostics & servicing 38
Disassembling, return, disposal 28
Software development 28
Sales support 21

Financing & Leasing

P\ P Other

Source:
Fraunhofer IAQ, 2005

»
>

Percentage of respondents 0 10 20 30 40 50

| |
60 70

'

ining the service portfolio Managing the processes

-

Customer employee interaction

-

Exploring new business areas and
creating new business models

Challenges:

— Documentation of already
existing services to create
transparency

— Structuring of the services to
create a portfolio that appeals
to the customer

— Pricing of the services

— Marketing and
communications for the services
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Managing the processes ..

- P

Exploring new business areas and

Customer employee interaction p o
creating new business models

Managing the business process lifecycle:

— Modeling of services, resources, interactions and documentation
— Analysis of the processes, optimization, and simulation

— Monitoring, quality assurance, controlling

— Standardization of services B

Frauﬂh::d’ermsmut

Arbeitswirtschaft und

— Automation of services Aitemis

Anette Weishecker (Hrsg )

){ Fechrungh Lagevbodard P Redvug o
N rven el
Rt H g e
T : Dister Spath
i

Business Process Management Tools 2008

Eine evaluierende Marktstudie zu aktuellen Werkzeugen

A0 NETwarks m
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Customer employee interaction o

-

Exploring new business areas and
creating new business models

istomer employee interaction

Customers need to be addressed in appropriate ways

Multi channel interaction:

— Face to face @;f?—' N
— Online “

— Machines |

— Mobile media E

— Call centers -

Requirements for efficient interaction in services:
— Professionalism

— Authenticity
— Spontaneity »| have a good feeling about this.
— Empathy He kicks us a shorter distance every time«.
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- -

Defining the service portfolio Managing the processes

Exploring new business areas and

creating new business models -

Customer employee interaction R = niess areas and

reating new business models

Services as output guarantee
r (e.g. built-operate-transfer models)

Services as performance guarantee
(e.g. guarantee of availability)

Services as consulting _
r (e.g. process / configuration consultation) From product ... to solution

I—’ Services as support % - oited B T
(e.g. servicing, maintenance) i ‘ ower rile \ 3
_ - drill hole  EREEEASSS
Services as additions S _ ;

. . ource:
(e.g. financing, return) Spath/DemuR, 2003 H

Organizational requirements

iPod

Depth of integrations of physical goods and services -~

S Lasoftware —p. SOftware B - ¢
CD as aService = &'
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Achieving success with excellent services

Engineering Know how

— Simulation and testing of services

— Integration of technology development and
service development

— Requirement:
Closer integration of engineering disciplines

Interplay of Theory and Practice

— Supporting services’ R&D in companies
— Establishing innovation networks with SMEs

— Requirement:
Funding of Applied Services Research

Multidisciplinary Approach

— Customer interaction

— Service aesthetics

— Requirement:
New knowledge creation

4 : :
. International Cooperation

— Raising the profile of European research
— Building an international community

— Requirement:

Creating international
Service Research Networks
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»Products are platforms for Services
and Services are platforms for Emotions.«

Bo Edvardsson, 2006
(Service Research Center

i
.h/ Department of Business
‘ \. and Economics
|‘ Karlstad University)
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Fraunhofer I1AO:

Competence and excellence in research and consulting

Service
development

Service
management

Contact data:

Fraunhofer IAO
Prof. Dr.-Ing. Dr.-Ing. E.h. Dieter Spath
Nobelstral3e 12
/70569 Stuttgart

Telephone +49 (0) 7 11/9 70-20 00
Dieter.Spath@iao.fraunhofer.de

www.iao.fraunhofer.de
www.servlab.eu
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