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Abstract

With the trend towards blurred boundaries between manufacturing and services, the
servitization of manufacturing (also known as industrial services, servicizing) has surged as
an important thrust of transformation for a growing number of manufactures. The
servitization of manufacturing may involve issues, such as strategic realignment at the
corporate level, the rearrangement of intra-firm and inter-firm organizations and institutional
relationships, capability-building, and new pricing and revenue models. This paper refers to
the existing literature to propose three modes of the servitization of manufacturing; namely
Mode 1: Product Extension Service, Mode 2: Product Function Service, and Mode 3:
Integrated Solution. The paper goes further to make comparisons between a few domestic
and foreign cases by referring to three dimensions, including: 1. Supply chain: the
reconfiguration of the supply chain vs. the value creation of new supply chain; 2. Offering:
functional offering of product/service vs. innovative offering of product/service; 3.
Complexity: low technology/system complexity vs. high technology/system complexity.
Based on the above dimensions, via case comparison, the study attempts to spotlight the
differences in the essence and business models of servitization between a few domestic and
foreign firms. Finally, the paper proposes the possible paths of servicizing and draws policy
implication.

[ Keywords ] servitization/industrial service, (product) servicizing, modes of servitization
in manufacturing
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{Eife L+ S B 5 e {16 B R S BHRYBRFY (B2 BE 2 Bds B IR s S A skl i
8 & BU5E IR 75 (L i 28 R AU BB Z2 F i 4= (Neely, 2007, 2009; Toffel, 2008; White,
Stoughton, and Feng, 1999) - & [ - SUEARF LA CASEEIRAT — LB S ME A B DY
KA=Z > 411 GE ~ IBM ~ Nokia %5 (Wise and Baumgartner, 1999)  FEI& v 5 thiF @ H
BARTEE (FuinE " ELERSHEEIGTE | M LR T =20t HENGE) B
SLEMRG LR  [HIEAMEE R H iRy BORHEED LR R EE RS M 1 R e i =g e
THBRHCEE AR (HEBDE T - 7E N2 -

BRI E AT ELE RS R R BRIRTE - A SR FEaR Ky « LSRG L
AN [EIFL T B M B Y BLE B R T - 122 W R (2 PR L B & E A i A Bl pe 42
Tz (b o FEEFRBIRE B DUR AR R E R ELEAR B LEH - FREFSH SR i iy T 3
SRS HEEIETE ) CfEE T P BRG] - EEAE BB RZE AR DA/
13 R E Y5 8 2 AN HE H B ORGSR B LB - BRI SNIEA e 2 iy 22 5
ARl - HOE RV AR - DLRORARATRERY#2 f J5 [mEak - AW ZEaTamiy B 22
aferd - DLHA[E] A8 P 22 0 57 B BRI 72 S AR BhE IR 55 (LR RE R &

o B S R AR B B IR 75 L EE SRR (Vandermerwe and Rada, 1988; Chase
and Erikson, 1988; Quinn, Doorley, and Paquette, 1990; Oliva and Kallenberg, 2003;
Homburg and Garbe, 1999; Makower, 2001; Mathieu, 2001; Kotler, 2003; Desmet, Van
Dierdonck, and Van Looy, 2003; Wise and Baumgartner, 1999; Davies, 2003, 2004; Brady,
Davies, and Hobday, 2006; Cohen, Cull, Lee, and Willen, 2000; Baines, Lightfoot, Evans,
Neely, Greenough, Peppard, Roy, Shehab, Braggnza, Tiwari, Alcock, Angus, Bastl, Cousens,
Irving, Johnson, Kingston, Lockett, Martinez, Micheli, Tranfield, Walton, and Wilson, 2007,
White et al., 1999; Reiskin, White, Johnson, and Votta, 2000; Toffel, 2008) » A F5RELE
PR 51 L ot 18 5 S5 S 3 AU A R IR W& B =+ 0 S R R R IS BRI - RH A
PRI AT A T R B CRE B B~ AHRBRRE I RYEEST. » Ay E (BRI - 432
e — S R N BLE R = R RAR R (AL (RS ~ B anDIRE TR AR A & 1
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ASCREREANN » 58 A B o |MELEARBL - EMIRE LS RBLROARE - I
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A - HERBENETE - BEREMIIZREZEREEN
LGRS LRy R - (RENEL > BOE S E O R A /- (EE RIS
KFE - R Em e SIS IRp (LAY BREN A 3R ~ BLEIRBERI 3 - DLRTEE R
SSRGS LIREGROTE S 5 S EEi D aRamBE AR ss (LR A i Bl G SE R E S (Baines
et al., 2007) » FESCRKEIER - AWTFEE SLE REGSIRB (L - M PRET BESSEAE ryfs
EBGE i ERY@ESS - i H $2 HBGE R (LY = RS R -

— > LGRS bE &
F&8l5E IR % 4L o i 5 72 1988 4 3 Vandermerwe and Rada (1988) & H > LA
" Servitization, — & & F& . - 1R 8 5 & {E WF 7805 B & B - 6 /Y 10 58 | 5
Servicizing ~ Service Strategy in Manufacturing * Product-based Service * Product-
service » Product Service System - After-sales Services * Industrial Services * Integrated
Solutions % -

I > " Servitization ; BEE WL Ry R SEAFTHIT RS - DLASE AR LAY BT
(R - 7 H A — 2 2 13 [ P 0E 5 2549 (Oliva and Kallenberg, 2003; VVandermerwe and
Rada, 1988) - Vandermerwe and Rada (1988) & 5ufg HELE RS (LIMEDL T =K B EE
RIS R - BRS¢ 1 ESERE - AR EREE SR ERE - 2. ESARE ¢ &5
B TR E AR A & - BLEEN TG REE LIRS » IRBEA T RIEEHE
LW EE AR AR RS © 3. EEaL ~ BRI ~ IR ~ R EBIIRTS - HA - T HBhIR
TR ATM ~ B BIIIMHEEA B B & A SRS © KL - T SGEPRSS (L ) s8R DU
TR T L (Bundle) BE& - R EESL ~ ARES - X8  FIERAIE BIARTS - RS
Ty EEEAITLER ©

Bk SUERBLES H 2 FIRAE - 8 25 AL BGE IR L= - 21

"Servicizing ; —3d (Makower, 2001; Reiskin et al., 2000; Toffel, 2008; White et al.,
1999) « JuHE » White et al. (1999) #& Hi BLE A BRIk A A 7 s igt b iR s O B L 1
i m) " ThEEREYE | (Functionality Economy) » " IR7E{L 4 (Servicizing) BEE) " 22 5 HUKEHE |
R T INRERSTE | IRISARE o 0 TERRES R 2 N IR o DA B AE - —=& T IE
YIE IR 1 (Non-material Services) - FIANEERIHGE ~ 3652 ~ (REGFIERITSE - Hp > T &
YIE IR o (Dematerialized Services) =2 DU FHEVCE M AR € DHREFE =K » A1LAH
REEFEFRAIURE S - 8 " EsE S E AR , (Material or Product-based
Services) * B & " ESME(HIRFS , (Product Extension Services) A1 " & SLIHBEARFS |
(Product Function Services) « & IRSCEF » [HIFEERIE » Toffel (2008) 4% [y A%
gl B L AURE - SeBE HAHRH © (B ZURE i =0 e - —2 T 868 - FE AL
(Manufacturer-user Servicizing) » BLERGIMIEL ARG B ILERT - 2 TR - 1H
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EH 5L 5 (Customer-user Servicizing) * DL T #H&HUFHE | (Bundled Lease) B & = »
HEF @R T HAL (Unit-based) FT{EAGHE - EBE S 2EMEVRE - MEEMIRE - 008K
ARTS ~ HOP TSRS -

AR BLE MR LRE A B CR AR A E RS - A4 T A MRS A (Product Service
System; PSS) Fll& 5Lk (Product Services) S5 & (Baines et al., 2007; Baines, Lightfoot,
Benedettini, and Kay, 2009; Goedkoop, van Halen, te Riele, and Rommens, 1999; Mont,
2002, 2004) - FLIL > Mont (2004) #2H{ PSS HY =K 4348 1. T & 38 A | (Product-oriented) :
MM IR A - PIANEEE ~ #EE ~ BHASE - 2. TSR , (Use-oriented) :
R GHIERRIREMIFE LA S - FIA0HH & a2 =/ IR - 3. T #5535 M 4 (Result-
oriented) : FHEAEMSRE » HEERBZFIREE » FlIAREER A E - ZFEAER Davies
(2004) 1 Brady et al. (2006) FrHErY " #E& 7P 52 | (Integrated Solutions) ZE{ °

{ESEERYZ » Brady et al. (2006) 5@FaEZEME A T EEG iR TEE | MAFERTRE
i > FLFE © RAEES (System Integration) & EARS (Operation Services) ~ 1R ZENR
7% (Business Consultancy) + & J7HA755% 5 (Vendor Financing)  Fslit » (ZEAEET DL
A BRI AR K T KR ERVRH AR A © IS & - REFERITAUMHEMBIIRE - AlEf
G=RKEEA ¢ 1. B EBEEE I EEAL (Customer-facing Units; CFUS) © 2. t& 5 HIBEMTHE
{3 (Capability Provider) : ZE A HFIRRIS AL - 3. ZRME A0 (Strategic Center) @ IR
TR ~ AHARAS AR - AERRATE AR EGRISTE -

BEEME - BUEMRA LB LS 3 F AT B A [FE s E R = /5 ORI S U AE R
HAHSE AR METE R AR5y H 2 B AR OEE KRR - Nam B E FHEEE E KB
7B o Mk 1 s BB HERLE AR LAGm ML E R -

= BUSMRB LA

BLERBAL - BT EEIREMEE F o WS T E S HTATEREE (Neely, 2007, 2009;
Neely, Benedettini, and Visnjic, 2011) - Neely FUFAZEZE I 2K H OSIRIS EFHE ( LLE T8
3 100 42 R ) » 2007 4E4E 12,521 5240 F] ~ 2009 4L 13,259 5~ 2011 4F 4%
14,974 %2 » Hp e FEEEIRBH LAY B3 2T INRY8ES - EERIRLR JTE 2R B HAK]
H R AR o AT ER R BEE 2007 FEANE] 1% BENEIT 20% - 4 5EHE—5 1L a1 50 2%
NEIEHHEGE SR AR 12 KERESEE » §IUE S AR © TERETHEEERE L - T RMK
MR %E, ~ TEENERE ) M THECHSZ R ) - ESEERZ - 2007 £
HELE IR (LAY E] 5 29.52% (12,521 22 ) » 2R 1E 216 FEMB AN AEE T+
BLEIRFS LAY T L S5 52.31% (113 52 ) © Neely $5H! » e BUSE iR b B AR 75
{bAF] - BHERSE (BHEF/NIBZE) S - FEMEE RIE AREREE - BIEEEES
IBM SERRIIAAT] - BAE T+ DL IR R A 8 R R S R (455 - (RIIL - TERR B

328



EXEIERE F25 5510

AR LB S HIRE % - AE R B REY) AN AT A URERE -

By T H#E— PR HELE R LIS - AWFFeiR i EbE RS bry A 5w - K3
BIFE NYIAEE (A0S E 2) - AR1 - AWl RS R M I E 5 2 A AH &L
FAERHE Z AR A RBE - 2 AEAZ T 2E H 8UE IR LR AR ET
(—)&E2gr "TFnEd, 495 "RHEEES , (From Product-focused to

Service-focused)

1980 AR - Bl SCERBH A B R LS R EE A E PR T E S S
e THEPEMS ) ¥ T EIPIRE , W R - Bk T IRBFER L - Vandermerwe and
Rada (1988) #5 HiBk AL 26 o 1b 2 #8 FR AR5 0 AL s b RO (EE 5 FHEE WAL - DUIR
WIERS S - L - MYIEERARIEER S E - EERE 4 SRR E A E RAZRIZE
GLAE - B R AR RS AIE AT DB (Quinn et al., 1990) - #LBE( S - B EAFE /T4
HEmLEE G o L EOE R A EEE A RS B AL L E AL (Oliva and Kallenberg, 2003)
R k75 B e L B A R EE o » (R - BUEEANHEDL T 'S AN ) KREAEE - 2L

IR o AR ER L - HEMALE E SR INEE -
(=) RE2ZFA®2FHRME (Total Offering)

H 90 G » —sB gl A F DL T 2R Mt , A SR E—RIHE
SRR SS o SETHE R R IR S 4> 28 AU BE - Homburg and Garbe (1999) PAAZ 5% 4= Bl 145
TRHtRIRE B - W = fSA AN - BEE RIAYARES (Pre-purchase) ~ B S FFAYAR TS (At-purchase)
El % RS (After-sales Purchase)  Mathieu (2001) & EIRIS A SRS » FEH = FE%L
SEZERRAS « B RS (Customer Service) ~ MR #5 (Product Service) ~ AR 2 5 (Service
Products) - Kotler (2003) tRIZEE SRS ATMGHIELE - EFHE AR TIREHEE |
(Service Mix) : 1. B (Pure Tangible Good) ; 2. M nARISHIZE M (Tangible Good
with Accompanying Services) : 3. IE&H (Hybrid) 5 4. B 0E 5L oR1 AR5 o AR5 2 2 5y
(Major Service with Accompanying Goods and Services) ; 5. fiiR¥5 (Pure Service) - ;g 4t
amltsE e - BLEENH AR EAPELREREENA T PR RIHEBE
T KHIARTS -

(=) B2 EABANAGEYE (The Shift in the Value Chain)

Wise and Baumgartner (1999) {E{E(EFE A YA - F5HT 1990 FATREF 26 Ty EL
T8N EIEOEE N IR E L E) - 40 - Honeywell ~ GE ~ Nokia F1 Coca-Cola Z#L55E
SENFIRIRINZIE - R NS E) - B - BSOS T HE IR O BLERERT
s DL T 2 E A a B, (Entire Product Life Cycle) B & Ak B A B /) E
AL L FUE TR SR EY (Requirements Phase) ~ TE #5 Hf& M5 E% (Specification Phase) ~ (2
ih AR ) B ER S Y (Realization Phase) ~ {# F B B (Usage Phase) + #E & P B2
(Maintenance Phase) 14 drf& BAREER (End of Life Phase) o -t {7 22 3 i & 2 HH 7Y
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TR AESER - 1 T IR ASUIRFS J (Embedded Services) T il Y 2
B o FlanE SR E ;2. T 2EMERE 5 (Comprehensive Services) @ 7EZE LI
AP B [ FROALEE - BE - MEE RS ;3. T B AR TE L (Integrated
Solutions) : #& & EMAIARISHY T MEAEFEEEML | (Seamless Offering) ; 4. T WG FEZE |
(Distribution Control) : 3 ABAZTHYEE - EHEEER R EEEE) -

G Wise and Baumgartner (1999) 2 " ZEsh A dmEEH B0 - 5@FHrAl 2
TN FRER im T2 B - Davies (2003) HIFH{EZEFRAE " BEMERVAEIL % ) BIAETIA »
s BOESEE ATREFIIR AT B~ NI E) - o ARENERETE LEREEL - 20 Homburg and
Garbe (1999) Firfs HHHIIEE RTAYAR TS - DUERIEEE S TERVEEEF - SRimMEle - BLE
VAN E T BEMLEGE ) S BEHEAREESE L g T (R R RR TS -
(w) 2 AERERSE LRI (Customer Intimacy)

2000 AL - BASRE RO ELEZEEER A RIEZZY) A M < Cohen et al. (2000)
FEHI RS E R SRR TR KAYTRES - Al B AE E R IR EE - d6DL Saturn &y
SEE R ERRBA LA & o 1980 FECHEER GM EIT7HY Saturn » EEA DUEEE B0 0 8B
SLAE NS e RE e W TH R B - — 230 T IR L FEBESE NS 4 (Service-supply Chain
Strategy) @ LAFEEEREEINITE K - 2 ARCER " EEEFEME ) (Channel Partner) Z53h
1TEZHRNE - AL - Saturn HYGESF RN 22 I E T A e BRI REEE - DIk EE
REVERIRFS - 5548 » Baines et al. (2007) 73173825 2 Gh AR A AR BIAERITH ST - feHiE
R RAMAIRET L AR EFNEE A ST BEE R Y A L (Barly
Involvement with Customers) - Kalliokoski, Andersson, Salminen, and Hemila (2003) - Hif
REAER TEEFHGE EHEEENRERE2EZEE - o H AR
JERGHIAT [ At - HEM5REE T AR, (Co-creation) FYEEZEM: - SE(HBLERS(LE
i o ] B S o B 2 P 2 TR A B R AR A E BE SR+ DABH 3 HY B RF S A 75 K 2
fit -

(&) RS sefeiz A - £JEZE & AR F (Functionality / Use Provided)

BLE MR LAISS— (5T am il 2 DUHE IR T R | AURRI BE R A B i - oK
L P [ E RS SRR O o TEHERE ) saFR R 2SR aL T BT ER L
GBI T IURERSYE o iRIAELE R B S AL A E - ERANE - MRS
HIFREY © EAIEL - FEDRERSE HYEEE T » A E 2K B s B A E(E - B R
ERIDIRERRE -

White et al. (1999) £2 H 2t S 4 i Vs B A (B (B A1) 3 Al =l DA T $R HEBY T RE |
(Function Provided) /5 - HELEZEHE » AnEAEEZIIGEN—H TR » EaR
SWIEERY - HEFIME "R, A 2FHE TR ER 5 AYERE - Baines et al. (2007)
F1 Toffel (2008) [Al bt F iRz IR -AM TR E - " SHEMH 4 (Sale of Use) iMIE " #H
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HEZENL ) (Sale of Product) » 55 .2 » —LLBGEHEEAFAEHIRZ IR - BEEZEB
WEE R LAE A S Ry LA S E 0 - B R HEIRE / (EFIRE -

wreram - BOERBHLAYE ER X (Business Model) Z EEITE » 15 « HHvE
EER ~ IR LEENT / PG ~ ZSIERIZ AT ERESUE ~ TR - iy e B
A ELE AR -

=~ BLENRBAL = K5 IR A X B o3 i A Tl

fE BT Ee b AR HELE R LA =BT fERE R« BN HIRES (1K
= 1) ~ EALDIREARTS (1= 2) ~ BEMERL T (R 3) ; JE =Ml pE R RAEE 5
AR b DUZE i /AR5 42 R B el i AR e BIHRER Re 38 5 = - DL A hilEtemz -

R0 1 TSRS ) - TRE R R EREA AR R EEEEE 0 H
T DR R I PR A B SR P A A3 B e SR B B ) B L B - T BRI TN A% L L FE S B AR (B
P [A) BB A T AR A ] M PR AL (AR S o S (EEEE R 2 BT E B2B I
B2C k#& T » & FFEL T DR /MG HL i B -y EL s A R - BLEL A1+ 5
ICT Z£# H OEM ALy ODM - 528 fAME 42 () it 25 B EE IR it (S AH B YIRS+ K
FWEWEEIE N EFTR RSt « T EESR R AR ) o (BRIt
AIDUEE] - AL FERG L% R ry L FIAE - MR AT R E S ZeRERD T ER ML I
SE AR T ESERA R EEADS , (W) -

X 2 T EMLDIREIRTS o ¢ BB E R ERLE R B Uy - BOEEER M AE M
Uige - BEERREMPITIREMIEELAS - EAMHE S ZAIHEE (White et al.,
1999; Mont, 2004) - FE MBI E AN - HZE M4 el R R EE & i 50 FH3ART » di
T LHE L AXER - MHEEHRAG AR DRENEEH « 1. SEEEFHEE PR
HEEEA 0 - Interface 19 " KREMHEFTE | (Evergreen Lease Program) - EHZ FHIHIEL -
IMEH Interface B EHEE ZERF EIEUE o 2. 3@/ T HERE R L B S F1 & P R st
= o BPIRER - FFEFIEELE R SR A e - DL TR ) OEREE - BdE K
AT K - B REAREOE R E R (1R - HEMHGER - MEFINLETERKR
FEE - (EFNHEHE RS -

R 3 TG MM T )« BUEEFE RN — BRI SR - ATRENE
AT ~ EE AR = KB - DA ERA R 1Y 75 KL HE CRIBEE FI TR E & (Mont, 2004;
Davies, 2004; Brady et al., 2006) » ;& ¥/ i % @ ETH 5 | SEARIE AL - JREHERE
LR o Rl - PREEEE SRR T ENY - WAFEIIFTT BT RRENT - RS
(System Integration) - % & IR #5 (Operation Services) + 1> 2 22 B IR ¥ (Business
Consultancy) « & /7 #53% 5T (Vendor Financing) @ DLUR 458 O RH A% 28 2% R (Brady et
al., 2006) °
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B 1. ERIEMRTS | ERERA (Product fress

Extension Service/Product-oriented)

Mﬁagg$${ﬁ{ﬁg}§%§g%¥% ) 1&%5/\\\% 1%1@&@3%1%E9E%§*§ ¥ﬁ1#]ﬁﬁ%ﬁ%ﬂg1g{géui%

ek O HIEREEEE (UM _EEE T

B [t o
(TR TR R ARIS (White alibitia
etal., 1999; Mont, 2004) B RISZINAEMEIRM | B /RIS ZAIE IR
i 2. ERINEERTS / EAEM (Product EHONE

Function Service/Use-oriented)
ERRIF AR alE e s » suten || ERRIEZINEEMIRM | ER/ RIEZBIFTIERM
HEERINEE  BEENEERNINEEMIE

EEAS  BAMENEHTOHE (White i

etal, 1999: Mont, 2004) AT | R Fil | R

izt 3. BAMAEASR RS ‘ Lali S \
s S o e BREMBIRNERN | B R AR

BUE R EIRGNE—BERASE R 1 RN

EERERT  ESNRAME=AZE LA | | 8/ BBIEER | 28/ REZAETHRE

P 5 )78 5K A e RGBS 076 75 FE (Mont, oo

AHlELr ) Foll | R | i RS

BERIZRIE | AT iEs o
1 BERE LB RER R EE

TEB AR bkt = (EE = $R O LB s AT Ry = KA T » A5 X B 5 1 () O S FE
R0 1 A » Bt - = EEEN D R —(E i m R PR RN » @25 SCRRAY AR TLEg
= ER A A L B AR RS R A %S (Vandermerwe and Rada, 1988) » ZRIMEEE ML / A S A
EIADUR EEBENE R  mEERATEEREE (F 5/ I / 2510 ) R
RS TEAET - R EERAIEFIEYS (Ren and Mike, 2007) » B B B2 2% A MRS 2
B A FE AT HEE A5E (Atos Consulting, 2011) » K AE RS THEESTHIE - BN &
o [ AR Z DhRE SR AL | B0 T AN I IS ZBURTIERR AL, - BT T AL 1 IR 2 IRE
TEERME ) R R EOEEF IR E MAVEEDIRE - K2 T B 1 IR Z BT R |
Al DU ab s B me P g i U (B E & AR 75 / TIRE -

B BLEARF LAY ZE R EL 2 ER(E (EFEAYMERS (Global Disaggregation of the Value
Chain) B 2 HEE ; 5 2 » &332 H 1F & M h0E B /9IS 8 5% H At 30 5 = 46
(Outsourcing) LR 5E (Ren and Mike, 2007; Baines et al., 2007; Slepniov, Waehrens,
and Johansen, 2010) - (At » FRAAE M A — DAL ESE R oM A] © W T L ESERYRE LR
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A A T EESBREEANS , - BERINE - " EESERREREE R R
%8l B2B {EHLIESE FENYERENHSMUAERA - [z T HLESERA R EE RS 5 B ETN
W G B EIE T L ESE IR S A B -

1% AR AR B AR T - R MR R <2 BTOK 2 1Y T (Oliva and
Kallenberg, 2003; Baines et al., 2009; Smith, Maull, and Ng, 2012; Dachs, Biege,
Borowiecki, Lay, Jager, and Schartinger, 2012) - JCHZEW " EHEE N AN L o FEHE
Neely et al. (2011) FFEEBLE ARG » 2 8 g 1Al (R A R RS & Bk
EREM T INCAERCE TR » WA EEMERN - B EREE R EEE RS S
W& 5 (Dachs et al., 2012) © (Kt - EEFERERYEIAI A » 9 R T 5T / SRR HE IR
FEETRS Tl SRR R RS o o T T BT SRR AR ) A T BT [ SRR R M
¥ B n] 2255 — i BlBE O A 2 i | SRR A R R R A Y 22 52 -

2« REEIRF LBVBERFEIMESE
FHFR A 72 50 R B P M ZE B URS =0 434+ 2 B BT PR B R A MIE 22 A
SV EEE AR5 b R B S E AR Y ANE] - IR B AP A R ISR P B 9 5 =K« [
2 SRR ZE(E 2 T 248 - BUSIRB LRV ALY K — By aE R - o - 3%
EFRMRERNANE - DEBHIIEETR - AllefSES - RGBSR - Bt - E265&
MRS ALRIBIRE FTRE VS S A2 SRR AT G HERI FLE - %4t N A — 7 1H 2K B SRR /Y A
gy ~ SL[F]EIlE (Co-creation): 55— J71H » AJREZK H R BRI AV E) - (380 H(O E A
HEHE TR EE TR - B - BEE PR SHE A BLSEIRB LR AR R - H7H
HHH AT IR LREMS Ry (]
HR T‘aﬁﬁéﬁfﬁﬁiﬁﬁ £z /ﬁ%ﬁﬁﬂﬁﬁi@rﬁﬁ%ﬁ ? o3 Bt =8 T AT -
1. " & EHRTHIETERE =L (Pricing Model) B2 50 (Revenue Model) » F:E R
Tm{ﬁﬁ&Z’%ﬁ[éE)z?c?ﬁﬁﬂ/] S s 2. TEEGR . 1 ICT Hﬁﬁ“ﬂ% 3", AT REAAE
nn;DE‘EJ LS EE IR TRt r L - BE b - fERERAH SR LAY - 1
’%%ﬁift%ﬂﬁ%iké’w@z BIFETE A fn RS ) BE 3 BT ~ mEL Ak SRR R il
if'é (Vandermerwe and Rada, 1998; Wise and Baumgartner, 1999; Brax, 2005; Baines et al.,
2007) = DRI AERH 7 1 & 0 R S AH S R D08 - f04g « BN AN AR ~ FraYERET /
BT HTAIREESOE « B LAEJJHL L REAYFHELSE (Atos Consulting, 2011) - % » &1
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A Study on Modes of the Servitization of Manufacturing
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Research

Summary

With the trend towards blurred boundaries between manufacturing and services, the
servitization of manufacturing (also known as Servicizing, Industrial Services, Product-
service, Product Service System, After-sales Services, Integrated Solutions and so on) has
surged as an important thrust of transformation for a growing number of manufactures.
Indeed, some leading companies such as IBM, GE, and Apple have pioneered different
models for the servitization of manufacturing with success, yet it should be noted that
transformation towards the servitization of manufacturing is far more complicated than the
traditional products and process innovations, and involves systemic innovations in the intra-
and inter-firm context. In essence, the servitization of manufacturing may involve issues
such as strategic realignment at the corporate level, the rearrangement of intra-firm and inter-
firm organizations and institutional relationships, capability-building, and new pricing and
revenue models (Vandermerwe and Rada, 1988; Chase and Erikson, 1988; Quinn et al.,
1990; Oliva and Kallenberg, 2003; Homburg and Garbe, 1999; Makower, 2001; Mathieu,
2001; Kotler, 2003; Desmet et al., 2003; Wise and Baumgartner, 1999; Davies, 2003, 2004;
Brady et al., 2006; Cohen et al., 2000; Baines et al., 2007; Reiskin et al., 2000; Toffel, 2008).
While typical cases at issue are exemplified by a few leading international corporations
(Wise and Baumgartner, 1999), it is puzzling for Taiwanese small-and-medium-sized
manufacturers, by the international standard, to embark on the servitization of
manufacturing. In addition, although the Ministry of Economic Affairs in Taiwan has
cultivated a few cases of the servitization of manufacturing, their transformation is still
limited in aspects and essence. Therefore, the key purpose for this research is to discuss the
possible mode and path of servitization for Taiwan’s manufacturers, from both practical and
theoretical perspectives.

This paper refers to the existing literature to explore the concept of the servitization of
manufacturing (Vandermerwe and Rada, 1988; Oliva and Kallenberg, 2003; Makower, 2001;
Reiskin et al., 2000; Toffel, 2008; White et al., 1999; Baines et al., 2007, 2009; Goedkoop et
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al., 1999; Mont, 2002, 2004), and to discuss its transformative essence for manufacturers
(Vandermerwe and Rada, 1988; Chase and Erikson, 1988; Quinn et al., 1990; Oliva and
Kallenberg, 2003; Homburg and Garbe, 1999; Makower, 2001; Mathieu, 2001; Kotler, 2003;
Wise and Baumgartner, 1999; Davies, 2003, 2004; Brady et al., 2006; Cohen et al., 2000;
Baines et al., 2007, 2009; White et al., 1999; Reiskin et al., 2000; Toffel, 2008). In short, in
transformation towards the servitization of manufacturing, a corporation may need to pursue
the following changes: 1. Moving from product-focused to service-focused (Chase and
Erikson, 1989; Oliva and Kallenberg, 2003; Quinn, et al., 1990; Vandermerwe and Rada,
1988); 2. Total offering rather than just making and selling goods (Homburg and Garbe,
1999; Kotler, 2003; Makower, 2001; Mathieu, 2001); 3. The shift in position along the value
chain (Davies, 2003, 2004; Brady et al., 2006; Wise and Baumgartner, 1999); 4. Escalating
customer intimacy (Baines et al., 2007; Cohen et al., 2000); and 5. Functionality/usage
provided or sold, instead of goods (Baines et al., 2007; Reiskin et al., 2000; Toffel, 2008;
White et al., 1999).

The authors go further to propose three modes of the servitization of manufacturing:
Mode 1: Product Extension Service, Mode 2: Product Function Service, and Mode 3:
Integrated Solution. We then make comparisons between a few domestic and foreign cases
by referring to three dimensions, including: 1. Supply chain: the reconfiguration of the
supply chain vs. the value creation of new supply chain; 2. Offering: functional offering of
product/service vs. innovative offering of product/service; 3. Complexity: low technology/
system complexity vs. high technology/system complexity. Based on the above dimensions,
via case comparison, the study attempts to spotlight the differences in the essence and
business models of servitization between domestic and foreign firms.

Our analyses suggest that the existing Taiwanese cases tend to take the form of Mode 1,
with a stronger flavor of the reconfiguration of the supply chain than that of the value
creation of new supply chain. The limited Taiwanese cases of both Mode 2 and Mode 3
feature lower technology/system complexity, compared to their foreign counterparts. In other
words, the existing Taiwanese cases are related more to “technology aspect and ability” with
relatively low “customer-oriented and product flexibility”. They are based mainly on
products to embrace elements such as ICT application, mass production, ERP, and supply
chain management; or those of the broadly-defined services in the value chain. In contrast,
the foreign cases show both higher and more complicated level of “technology aspect and
ability” and “customer-oriented and product flexibility”. In addition, the process of
servitization transformation requires interactions between the provider and user; entailing

344



EXEERE H258%510

appropriate “value co-creation” model.

Moreover, factors that contribute to the differences between domestic and foreign cases
are identified. Firstly, a firm’s capabilities as well as some other factors can influence its
organizational boundaries and the business model for servitization to be formed. The
domestic cases tend to follow the pattern of supply chain management and global logistics,
and focus more on the reconfiguration of supply chain, leading to the extension of the
production phase rather than the usage phase. This is particularly true in the case where the
Taiwanese firms are short of ability to manage system integration (and complex product
system) and serve the end market. Secondly, the time span when the firms have embarked on
transformation towards the servitization of manufacturing may account for the differences
between the two groups in the essence and depth of servitization.

In fact, it took IBM about ten years to bear fruit in its restructuring into a service
company. In its lengthy transformation process, IBM endeavored to strategic realignment at
the corporate level; the rearrangement of intra-firm and inter-firm organizations and
institutional relationships, capability-building, and new pricing and revenue models. These
are more than traditional manufacturing R&D projects that are mostly initiated unilaterally
by a corporation or a unit within it. It is even fair to argue that without firm support from top
management, appropriate institutional innovations at various aspects and changes in mindset
as well as corporate culture; it is not possible for a manufacturer to start innovations along
with the direction of the servitization of manufacturing. Thirdly, the differences between
domestic and foreign cases also have something to do with their ability and customer
intimacy, and the way to engage other stakeholders in the process of co-creation.

On balance, the paper contributes to the current understanding of the servitization of
manufacturing by not only proposing the three modes but also exploring possible paths for
servitization. We also draw policy implications for Taiwan’s government.

From our observations, there are two facets of the servitization of manufacturing: one is
corporate strategy of transformation for manufacturers, which is widely received; and the
other is related to the nature and way of manufacturing development for a few sectors, such
as total solution and customer-oriented offering. The former facet, which has more to do with
Mode 1, namely, Product Extension Service, is a typical type of the servitization projects
sponsored by the Ministry of Economic Affairs. For most of the manufacturers, the march
towards the servitization of manufacturing amounts to a substantial departure from the
transaction and offering of tangible goods alone. They may find themselves stepping into an
unfamiliar territory, full of uncertainty (Brax, 2005); let alone substantial gaps in capabilities,
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institutions, networking, and even in innovation governance, to be filled. Even with the
awareness and commitment required, such questions as to what, where, and how to change
still need to be addressed.

The latter facet, the nature and way of manufacturing development for a few sectors
warrants further attention and discussions. This facet of servitization tends to have more to
do with Mode 2: Product Function Service and Mode 3: Integrated Solution, and implies
specific trajectory and/or path for certain industries to take off and develop. For example, the
complex product system industry, by nature, falls into this type of the servitization of
manufacturing. In other cases, the development of the electric vehicles and LED lighting
industries may need to follow the path of the servitization of manufacturing. Therefore,
Taiwan needs to promote the servitization of manufacturing from both corporate and
industrial levels.

Admittedly, our comparative case studies are relatively selective and extensive, running
the risk of missing out other important aspects, for example, the difference in industrial
setting. There is room for further study on the servitization of manufacturing in different
industries, such as textile and machinery industries, in which Taiwan has shown international

competitiveness.
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