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Evidenze dal mondo consumer...

AMAZON non vende prodotti, ma comodita nel comprare.

RED BULL non vende energy drink, ma avventura ed adrenalina.
YOUTUBE non vende video, ma intrattenimento 24/7.

HARLEY DAVIDSON non vende motociclette, ma il concetto di liberta.
NETFLIX non vende abbonamenti, ma il cinema a casa tua.
STARBUCKS non vende caffe, ma un rifugio per i millennials.
APPLE non vende smartphone, ma uno status.

COCA COLA non vende bibite gassate, ma l'unione familiare.
DISNEY non vende film, vende felicita.



Valore Valore

di scambio In Uso
(atomistico) (fenomenologico)
Prodotti Servizi (ed esperienze)
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ecosistemi, relazioni, prezzi di
erogazione e sottoscrizione

mercati, canali, prezzi di vendita



Servitizzazione

PROCESSO PER CUI UN PRODOTTO NON VIENE PIU PROPOSTO O VENDUTO DA
SOLO, MA EROGATO IN COMBINAZIONE CON UN SERVIZIO - DALLINGLESE
SERVITIZATION [DIZIONARIO GARZANTI]

TRASFORMAZIONE STRATEGICA DEL MODELLO DI BUSINESS DELLIMPRESA
MANIFATTURIERA, CHE SPOSTA IL FOCUS DEL VALORE DALLA VENDITA DI
PRODOTTI ALLA FORNITURA DI SOLUZIONI INTEGRATE PRODOTTO-SERVIZIO

SOLUZIONE INTEGRATA: INSIEME DI BENI MATERIALI E IMMATERIALI FORNITI —
ANCHE IN MODO PERSONALIZZATO - PER RISOLVERE UN PROBLEMA E/O
SODDISFARE | BISOGNI SPECIFICI DI UN INDIVIDUO O UN'ORGANIZZAZIONE.
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.. progetta, realizza e vende prodotti

L’azienda si impegna a
progettare e realizzare il
miglior prodotto e a
cederlo sul mercato

E@]

-

Il cliente acquista il prodotto
(cessione di proprieta del
prodotto) ed e responsabile
dei processi di uso

servitizzazione

* Focus su transazioni e contratti di vendita
» Asset critici: R&D e fabbriche
» Servizio: “male necessario”, driver di

costo

i Modello di business
<®> servizio- e cliente-centrico

...progetta, realizza e vende soluzioni integrate

L’azienda si impegna a
progettare e orchestrare

la realizzazione del 'n @

miglior processo di
servizio

%0
<:

Il cliente paga il
risultato ma il
fornitore e
corresponsabile

<=

* Focus su relazioni e contratti di servizio

» Asset critici: canali e reti di service

+ Servizio: fonte del vantaggio
competitivo, driver di ricavi e profitti



Rolls-Royce now gets about half its revenue from
services, including leasing jet engines to airlines
on a “power-by-the-hour” basis

conom 12 » x ular business model helps
» vaste and optimise resource

ilst enabling our customers to

e flying potential of their engines.

oS

R Rolls-Royce

e

Brett Ry‘d"ef

Fonte: https://www.economist.com/leaders/2012/04/21/the-third-industrial-revolution



"A business absolutely devoted to service will have only one worry about
profits. They will be embarrassingly large.”
(Henry Ford — Founder of Ford Motor Company — 1908)

“if everybody wants to have an IBM terminal it is because IBM
® service are the best” (IBM advertising, 1985)

.||I

“the (service) market is bigger than we ever dreamt”
(Jack Welch — CEO — General Electric, 1998)

&

“Our goal is to create 50% of the total revenue through services”
SIEMENS (von Pierer H., former CEO of SIEMENS)

Rolls-Royce’






IERI + OGGI

Managed Print Services (MPS)

0000

Printers  Service &  Supplies Fixed
Repairs Monthly Fee

Everything but the paper.

+ DOMANI

DIGITAL
WORKPLACE

DIGITAL TRANSFORMATION E (ANCHE)
AVERE L'UFFICIO SEMPRE A PORTATA
DI MANO

Oggi abbiamo tutti uno smartphone e lavoriamo
in modo pit
intelligente. C

La progressiva dig
tecnologie inforr mmunication
/) lla produzione

re. Questa trasformazione digitale



UNIVERSITA
DEGLI STUDI

FIRENZE @

Mercedes-Benz

IERI + OGGl




O

Placere di guidare

SCOPRIWHY-BUY: IL PIACERE DI GUIDARE UNA BMW SERIE 2 ACTIVE TOURER,
ANCHE SENZA ACQUISTARLA.



UCSeries | |

UF Series

[ ™ series




winterhalter

For innovative foodservice
businesses

Do you look to the future and question traditional
approaches? Do you want to use things but not own
them? Are you a fan of business models like car
sharing? Welcome to PAY PER WASH and a
use-based billing system: pay for your warewasher
only when you actually use it.

PAYPER

WASH

A MEXT LEVEL SOLUTION

For start-ups

Are you planning a foodservice start-up? Do you
want to fit out your kitchen professionally but are
limited financially? Choose PAY PER WASH and
realise your business dream! Winterhalter brand
quality and with no initial investment.

For seasonal operations

huts: do you own a s¢
use appliances continu
PAY PER WASH is the




PAY PER
WASH

A NEXT LEVEL SOLUTION



Esempio: Winterhalter winterhalter*

A NEXT LEVEL SOLUTION

Pay for washing only when you are

I [
—|— No investment —I— No fixed costs
—|— No risk

e . 1
Dont worry about your budget: with Protect yourself from unexpected costs: actually doing business: with
PAY PER WASH you get the complete with PAY PER WASH there are no PAY PER WASH, billing is based on actual
Winterhalter system without having to additional maintenance or repair costs. use - with a fixed price per wash cycle.

These expenses are immediately

invest. You pay a pre-defined price. We take on
tax-deductible as operating costs.

everything else.

—I— All-inclusive
—I— First-class quality

—I_ Fl..l“y flexible Deal with clear and transparent costs:
Stay independent and flexible: the with PAY PER WASH, everything's Rely on real brand quality:
PAY PER WASH contract has no minimum included. Machine and racks, water PAY PER WASH works with Winterhalter
contract period and can be terminated treatment, detergent, maintenance and system components. These are perfectly
with no additional costs. This means no repairs. The complete hassle-free coordinated with one another and
package! guarantee top-quality wash results!

long-term obligations, just full flexibility!
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CUSTOMER SUPPORT & SERVICE

2017 — 2022 CAGR c. 10%

Customer Support Target: >25% of Order Intake by end of plan 959,
>25%

Positive trend in Aircraft, Helicopters and Electronics

4 Main Areas GROUP ORDER INTAKE

= Regional Hubs for enhanced local capability
= Dedicated Organization in each Division with challenging & control from CCO on best practices
= Manufacturing & Supply Chain specific processes

= Enhanced product portfolio
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Drivers della servitizzazione

&) ' llent k“

Pr@:&fyf ©a ,'...A\_~ge =
) O Poor N g S g N
Esogeni Endogeni
Mercato saturato Sfruttare reputazione e know-
Prodotti commodity how di prodotto per catturare
Richieste clienti PRIMER maggior valore nelle relazioni di
Pressione competitiva filiera e creare nuove

opportunita di crescita del
business




Vantaggi della servitizzazione

Fornitore Cliente

Strategici Commerciali Economici Economico- Strategici

(servizi di qualita (vicinanza al cliente: (stabilitae | finanziari (focus su core
superiore) nuove opportunita) marginalita) (CAPEX/OPEX) business)

Psicologici
(rischio)
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TECNOLOGIE ABILITANTI LA SERVITIZZAZIONE:
VERSO IL SERVICE 4.0



DIRETTRICI DI ADOZIONE DELLE TECNOLOGIE 14.0

* Digitisation and integration of vertical and horizontal value chains: IT-OT
convergence and connected factories/supply-chains (Smart Manufacturing,
Manufacturing as a Service)

* Digitisation of product and service offerings: smart products and smart services
(servitization)

» Platform-based business, digital and “liquid” business (value co-co-creation,
data-driven business)

“SONY
EGA pymoNr

V' 24/7 easy access
v Reliable
v Independent

v Affordable



Digitisation and integration of vertical and horizontal value
chains: IT-OT convergence and connected factories

/

INNOVATION e the

AGILITY

CONNECT & COLLABORATE EXTERNALLY
Extend visibility beyond your four walls

Link the extended supply chain and
distribution to create dynamic workflows.

Help and expertise are available in

an instant.

Mobilize employees and supervisors to
move across the factory floor and access
data wherever they are. The iPad and other
like devices are making their way into
industrial settings — along with an
expectation that much of the commercial
innovation it brings will also apply to
industrial activities.

e STATUS

A\

EXPANDABLE INFRASTRUCTURE
Design and build an Industrial Ethemet
infrastructure to minimize cost and
effort to expand or improve processes.
One infrastructure for safety, control,
SCADA, Physical Security, and LAN,

CONNECT ENGINEERS WITH MACHINES (M2M)
Apply predictive maintenance. Gain early
‘warnings when production, machinery or
network performance is about to degrade.

EFFICIENCY RISK

LINK INFORMATION & OPERATIONAL TECHNOLOGY
Bridge the gap from data center to control
room to collaborate and share best

SECURE PHYSICAL & CYBER ASSETS
Traditional security devices, like keypad
entry systems, call boxes and security

practices and common goals between cameras, need power from Industrial
manufacturing and I Ethemet cables, with secure networks,

1o protect your processes, people, and plans.
OPTIMIZE ASSETS from cyber sabotage.

Identify where your people, equipment,
works in process and finished goods are in
real-time. Adjust the schedule and inventory
on the fly.

MAXIMIZE UPTIME

Design ruggedized industrial networking
infrastructure that will endure in harsh
environments with redundant
communications, power and configuration
backup — especially for business processes
under extreme conditions.

IT

Compute
* Apps
I"' 'll' « Platforms
+ Cloud Agents
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Enabling technologies for smart products and services

Predictive Analytics & Simulation

Sensors and Cloud (laaS, SaaS, PaaS)

actuators (MEMs)  Didital control - Connectivity New Digital/Smart Services
Binary data @
ﬂglg:’“"m: 10 r . ' A
0) V1% 1%00; 11000 (| > @

p Cybersecurity l o ' Business Information

, ‘ * ? EEnR !
&=- -8
fped ! .
+ proattivi
+ accessibili (anytime/everywhere)

+ sostenibili (self solve)
+ valore aggiunto (super solve)

Feedbacks for product improvements




Enabling technologies for digital business models and liquid
ecosystems

Blockchain

Big/Open Data (customers behaviours, customer calls, weather System Integration
(Process, People,

APls Asset, Business
Models,...)

forecasts, energy consumptions & prices, etc. )

New Digital Business

A, SDKs

Data about product use, I‘.i

conditions and process /D
performance over a large ‘»

installed base 4 )DV

I‘_ 4 Critical mass
I‘. Ecosystems enabled

Service Platform
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Managing Service Transition
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FIRENZE Disclaimer

* The views and opinions expressed in these PowerPoint slides are
those of the individual presenter (Mario Rapaccini) and should
not be attributed neither to the University of Florence nor to its
Dean, Managing Director, Employees, Members, or to any
organisation with which the presenter is affiliated.

* These PowerPoint slides are the intellectual property of the
individual presenter and are protected under the copyright laws
of the Italian and European Union and other countries. Used by
permission. All rights reserved. The UNIFI logo is a registered

trademark. All other trademarks are the property of their
respective owners.
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Mario Rapaccini

mario. rapaccml@unln mario.rapaccin

. +39 334 m mariorapaccini

® ﬁ%ﬁﬁf‘_@gpaccini YW @rapaccini




Professore di:
Gestione dell'Innovazione,
Strategia Aziendale
Scuola di Ingegneria
Universita di Firenze
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this is a AHA moment!!!

l . Service
Management

AS AP Forum

www.asapsmf.org

www.ibis.unifi.it

Area di ricerca:
Innovazione e servitizzazione delle imprese


http://www.asapsmf.org/
http://www.ibis.unifi.it/
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