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Service revenue & profitability

Wihile sales interaction peaks over a short time. .
the service relationship is ongoing.
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Service network
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Service supply & demand complexity

Demand Supply
Scheduled events Kitting Rebalance
Maintenance events Repair Repair

Config. changes MR&O SEre Rework

n
Parts %
Planned removals Refurbishing Management Demanufacture %'
Flight schedules Field failures Pool/barter
Installations Field Redeploy
modifications
Causal time series
Sales forecast =
Demographics APS/MRP Q

System

Psychographics
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Service data model differentiators

e Probabilistic demand for parts
e Dynamic BOM

e Parts chaining

e Categorization of inventory

e Integrating reverse logistics

e And more ..... (in the detall)
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Augmenting other platforms (with little overlap)

&

CRM (SFA)

Manages prospects
until converted to
customers

CUSTOMER INTERACTION

ERP

« Manages transactions

CRM (CSS)

of problems from
customers

SSM

« Coordinates
resources to deliver
optimum service
level and manages
reverse logistics

T R —

Manages and tracks status

Customer
Environment
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Service capability maturity model

Process Focus

Technology
Focus on
Automation

Measure

Stage 1
Firefighting

Execution through

ERP/CRM

IMventory control
Call center mgmt
Customer case
management

Wyork order
processing
Froduct/catalog
mgmt

Technical
documentation mgmt

Response Time =
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Stage 2

Operational
Control

Planning and
Visibility

[y entory
forecasting and
planning
Replenishiment and
repair planning

Exception
maonitoring and
analysis

=cheduling and
dispatch

Mobility and tracking

Service Level =

Stage 3

Performance
Maximization

Optimization and

Performance
Management

Advanced parts
optimization
Integrated product
lifecycle mgmt

Order planning and
SoLrcing
optimization
Manpower planning
and optimization
Territory mgmt

Ferformance
analysis

Profitability =

Stage 4

Growth
Engine

Integrated Service

Management

Multi-enterprise
collaboration [ dealers,
SUppliers, partners)

Integrated part and
technician dispatch

Integrated parts, labor
and pricing optimization
Integrated returns and
warranty mgmt

Contract’warranty and
market profitability
analysis

Integrated service
offering and market
planning

Growth
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