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From , Quality® to ,Brands”: Customer value redefined
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From , Service Delivery” to , Customer Integration®

= Design Services

- Design Concept
- Color Scheme

- 3D-Rederin

- Model

= Generated Value

Brand identification in market
Homogeneous corporate identity
at the customer

Addressing emotional aspects:
“Customer identification”
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Challenge: Do not enter the , Service Trap*“

Profits
Physical core product

Total
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Joint Marketing, Customers partner visits, ...

Challenge: "Design organisations that deliver the customer-

Operations and productivity services, ...

Integrated solution®

Joint Development, Individualization ...

Service, Consulting, Training,

Periphery, Parts, ...
Modular Extension

EDM 2000
Product

Customer Benefits
Productsystem

Parts, assortment

Customer Values
Services

Integration of solution

Integrated project management
Emotional relationship, Trust, Image
Source: Gudergan 2007
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Reserach question: How to achieve coordination towards

Integrative behavior across fuctional boundaries?

Internal interfaces

Research & Development

Production
Service < > Marketing, Sales
External interfaces
Customer
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Study — General approach
Scale development for coordination mechanisms, behavioral variables and

|
success variables
Literature survey and expert interviews for scale development, most scales not

available or applicable
Hypotheses generation: Expert interviews and theory analyses

Conceptual Framework
Contingency theory

Classical organizational design theory

Resource based view: both static and dynamic perspectives
Strategy theory and customer value perception theory

Structural equation modeling (PLS)
Empirical survey in the production industries

© FIR 2008
www.fir.rwth-aachen.de

9



Conceptual Model — Structure determines organisational behavior

Organizational structure
Behavior of

organizational —— Sucess
members

Differentiation
>

Coordination

Source: Gudergan 2008
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Model — Ressource based exploration / exploitation and
organizational theory framework

Formal structure

‘ Vertical differentiation ‘

Hierarchical .
Planning
control

Behavior

Inovation
(Reconfiguration)

|

Lateral
adjustment

Exploitation

‘ ‘ Programming ‘

|

Success
Monetary
contribution
of services
A
Overall
success
\ 4

cohesion prices

Resources

‘ Cultural ‘ ‘ Transfer ‘

Non monetary
contribution
of services

Source: Gudergan 2008
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Empirical results

Scale reliability testet, Chronbach’s Alpha for reflective scales

|
Coordination instruments
Ressources, exploitation and innovation

Monetary, non-monetary and overall success

Main component analyses to demonstrate discriminate validity for all the

coordination, behavior and success variables
Predictive Power of overall model could be empirically demonstrated

Analyses of overall effects of coordination variables on success
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Empirical results (example) —total effects on exploitation and
Innovation: Planning and culture (and teams) main driver

Total effects: coordination on exploitation and innovation
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Source: Gudergan 2008
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Empirical results (example) —impact matrix: Planning, teams (and
culture) have biggest potential

Priority matrix: Overall success
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The evolution in Service Development:
The integrating organization SERDUCT

Structure Linked teams | Plannning and Controll
1. Hierarchieebene
Zielvorgabe
:
1. Problemstellungs- A
phase
- .-..T.; -------- I
2. Suchphase |
| Planaufstellung
______________ 1 (Planungi.e.S.)
L 5 | Planung iw.S.
3. Beurteilungs- und
Bewertungsphase |
|
3. Hierarchieebene || |\ \ |-/ [P =—=mmm—m—m=m——m——— 1
4. Entscheidungs- Entscheidungsfall
phasscé e SeredigsEtel Planverab-
: schiedung
5. Redisationsphase | Detaillierte Fest- |
_____ > legung der Durch- | Steverun
n. Hierarchieebene R - L L R g 9_  Durchfihrung
6. Kontroliphase Vergleich der Durch-
H fuhrungs und Entschei- H
ﬁ ..... S dungsvorgabe Kontrolle i
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| Service culture |

Source: Gudergan 2008
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