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Executive Summary

In a landscape dominated by swift
technological progress and shifting customer
demands, excelling in Service Lifecycle
Management (SLM) is crucial for maintaining a
competitive edge. This whitepaper is informed
by a roundtable discussion led by Michael
Blumberg, President of Blumberg Advisory
Group, and sponsored by IFS. It brings together
insights from major industry players such as
IBM, Dell, Supermicro, Veolia, Nokia, Flock
Safety, Volta Charging, and CNH Industrial. The
paper delves into the intricacies of SLM,
underscoring the critical importance of digital
transformation and Al. It also addresses the
challenges, strategies, and potential future
trajectories within this rapidly evolving field.
Adding significant expertise to the discussion,
Sarah Nicastro, Vice President of Customer
Advocacy at IFS and a recognized authority on
SLM best practices, offered her perspectives as
a guest panelist, enriching the conversation
with her extensive knowledge and experience.

Introduction

Service Lifecycle Management (SLM)
has evolved into a strategic approach
crucial in the field service and
aftermarket services industry,
particularly in an era of rapid
technological advancements and
shifting market dynamics. This evolution
signifies a shift from traditional service
methods to a more dynamic and
integrated approach, intricately
combining technology with
customer-centric strategies. Michael
Blumberg, President of Blumberg
Advisory Group, highlights this
transformation, stating, “Service
Lifecycle Management (SLM) refers to
the integrated approach of using
advanced technologies, tools, and
software solutions to manage and
optimize the various stages of a service's
lifecycle, from inception, design, launch,
operation, and maintenance to eventual
retirement or replacement.”
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Service Lifecycle Management
(SLM) refers to the integrated
approach of using advanced
technologies, tools, and
software solutions to manage
and optimize the various stages
of a service's lifecycle, from
inception, design, launch,
operation, and maintenance to
eventual retirement or
replacement.”

Michael Blumberg, Blumberg Advisory
Group, Inc.

Emphasizing the necessity of managing the
entire service lifecycle, from inception to
retirement, the approach calls for an
interconnected and seamless delivery system.
This method addresses the challenges of
integrating various touchpoints and databases
and leverages the potential of Al and loT for
predictive and optimized service delivery.
Echoing this sentiment, Sarah Nicastro points
out, “Service Lifecycle Management looks at
these different aspects throughout the delivery
cycle and life cycle because from a customer's
perspective, they shouldn't be these disparate
things. They need to be interconnected and
seamless.”
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Defining SLM and Its Essential Components

Service Lifecycle Management (SLM) is currently
undergoing a significant evolution, moving
beyond traditional service management to
embrace a more holistic approach that weaves
together customer experience, technological
integration, and strategic planning. Insights
from the roundtable discussion emphasized this
evolution, particularly the growing importance
of using data to enhance overall service value,
not just for operational efficiency. This shift
reflects a broader focus on leveraging data to
improve service offerings comprehensively.

The roundtable also shed light on the increasing
role of technology in SLM, especially with the
advent of advancements like predictive
maintenance and remote monitoring. The
transformative role of Al in SLM was particularly
noted, with discussions on how Al is enabling
even non-technical staff to handle technical
problems effectively in customer service roles.
This illustrates a significant shift towards
leveraging technology to enhance service
capabilities.

éé

Service Lifecycle Management
is more than just automating
service delivery; it’'s about
integrating these functions with
advanced technologies such as
artificial intelligence to optimize
service delivery."

Michael Blumberg, Blumberg Advisory
Group, Inc.

Further discussions at the roundtable delved
into the essence of SLM, focusing on its
customer-centric nature. The shared
perspectives highlighted the critical need to
view SLM through the lens of customer
experience, marking a departure from
traditional service methods to approaches that
prioritize customer needs. The discussions also
touched upon the importance of asset
management, emphasizing its impact on a
company's financial health and the need for
meticulous management practices. It became
evident that the scope of SLM now
encompasses the entire lifecycle of a service,
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requiring a strategy that is seamless and deeply
interconnected. This expanded view of SLM
calls for integrating various service delivery
aspects into a unified and effective system.

Essential Elements of Service Lifecycle
Management

Holistic Approach Adoption

» Embrace a comprehensive approach that
integrates customer experience, technology,
and strategic planning.

Data-Driven Service Value Enhancement

 Utilize data not only for operational
efficiency but also to enhance overall service
value.

» Leverage data comprehensively to improve
service offerings.

Incorporation of Advanced Technology

 Integrate technologies like predictive
maintenance and remote monitoring in
SLM processes.

« Utilize Al to enable non-technical staff to
handle technical issues effectively.

Customer-Centric Focus

e View SLM through the lens of customer
experience, transitioning from traditional
service methods.

 Prioritize customer needs and experiences in
SLM strategies.

Effective Asset Management

» Acknowledge the impact of asset
management on financial health.

* Implement meticulous asset management
practices.

Lifecycle Management Strategy

» Recognize that SLM encompasses the entire
lifecycle of a service.

» Develop a seamless and interconnected
strategy for SLM.

Integration of Service Delivery Aspects

» Integrate various aspects of service delivery
into a unified system.

e Ensure the strategy covers all phases and
components of service lifecycle.
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Embracing Continuous Evolution in Service
Lifecycle Management

Service Lifecycle Management (SLM) is an
evolving field characterized by a continuous
cycle of execution and optimization. As Sarah
Nicastro pointed out, “It isn’t about optimizing
once; it’s an ongoing cycle of looking at the
next areas to optimize.” This approach reflects
a shift towards a more holistic, customer-
centric methodology. The evolution in SLM
requires a significant mindset change from
traditional methods to smarter strategies that
leverage technology and information, focusing
on enhancing customer experiences and
seamlessly integrating them with operational
strategies.

During the roundtable discussion, a key
emphasis was placed on the importance of
aligning Service Lifecycle Management (SLM)
with broader business objectives. This
alignment is particularly crucial in
subscription-based models, where the
effectiveness of asset management has a
direct impact on financial health. Insights from
the discussion highlighted the strategic aspects
of SLM, focusing on aligning costs with revenue

é

SLM involves a continuous
cycle of execution and
optimization. It isn’t about
optimizing once; it’s an ongoing
cycle of looking at the next
areds to optimize."

Sarah Nicastro, IFS.

and ensuring that the service model
complements the product life cycle. These
perspectives underscore the need for
continuous innovation and improvement in
service strategies. They emphasize the
importance of adapting to market and
technological changes, which is essential for
the sustained success and relevance of SLM in
a dynamic business environment.

Key Themes in Service Lifecycle Management: Details and Strategic Implications

Ongoing Cycle
of SLM

SLM is an ongoing cycle of execution
and optimization, requiring regular
reassessment and adjustment.

Necessitates a flexible and adaptable
approach to SLM, with an emphasis
on continual learning and
improvement.

Customer-Centric

A significant shift towards integrating

Requires organizations to reevaluate

Approach customer experiences with operational and adapt their service delivery
strategies, moving beyond traditional models to be more customer-focused
methods. and responsive.

Strategic SLM must align with broader business Demands a more strategic, holistic

Alignment objectives, balancing customer service view of SLM, integrating it with overall

experiences with the product life cycle
and revenue.

business goals and revenue models.

Asset Management
in SLM

In subscription-based models, asset
management is crucial for financial
accountability and operational
efficiency.

Highlights the importance of effective
asset tracking and management,
especially in models where assets
remain company-owned.

Need for
Continuous
Innovation

Continuous innovation in service
strategies is essential to keep pace with
market and technological changes.
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Underscores the need for companies
to invest in ongoing research,
development, and adoption of new
technologies and methods.
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Transforming Service Lifecycle Management
Through Digitalization and Al

In the realm of Service Lifecycle Management
(SLM), a profound transformation is underway,
driven by digital advancements, particularly
the integration of Artificial Intelligence (Al).
Insights from the roundtable discussion
highlighted the pivotal role of Al in refining
operational processes within SLM. The
utilization of Al to optimize various aspects of
service delivery, such as ensuring the right
parts are sent out, exemplifies a shift towards
more intelligent, data-driven decision-making.
This movement from traditional digitization to
an intelligence-led approach, where Al and
automation are at the forefront, marks a
notable evolution in SLM strategies.

The transition towards data-driven service
models was another key topic discussed,
illustrating the increasing use of Al and digital
tools in predicting service needs, automating
responses, and thus enhancing both customer
experience and operational efficiency. The
potential for Al to significantly reduce
resolution times by 2027 was noted, prompting
discussions about the future role of emerging
technologies in SLM.
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By 2027, we predict that
integrated Al in SLM platforms
will cut resolution times by up to
50%, revolutionizing service
efficiency."

Blumberg Advisory Group, Inc.

A consensus emerged from the industry on the
transformative impact of digitalization and Al
in SLM, indicating a significant shift from a
product-centric to a more service-inclusive
mindset. This shift is being navigated by many
established companies, as they integrate Al
into their service models, which involves not
only technological development but also a
change in service methodologies. This trend
towards intelligent, data-driven service models
marks a significant evolution in SLM practices
and approaches, as discussed during the
roundtable. As Danielle Waterworth from CNH
Industrial notes, "Our journey towards using Al
has been about not just building technology,
but also managing the change in how people
service through it."
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Our journey towards using Al
has been about not just building
technology, but also managing
the change in how people
service through it."

Danielle Waterworth, CNH Industrial.

Overcoming Integration Challenges:
Aligning Technology and Strategy in SLM

During the roundtable discussion on Service
Lifecycle Management (SLM), one of the
primary challenges identified was the
integration of disparate systems and processes.
Insights from industry experts highlighted the
necessity of a cohesive data strategy and the
importance of including every member of the
service supply in this integrative process. Pavan
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Agarwal’s insight from Super Micro highlights
this point, “integration isn’t just about
technology; its about aligning people and
processes across various silos.”

The discussion also emphasized the paramount
importance of customer experience in SLM. It
was noted that a significant shift is required in
many organizations, moving from traditional,
manual methods to smarter, technology-driven
approaches. This trend reflects a broader
movement within the industry towards a more
holistic and customer-centric approach to SLM.
Success stories, such as the implementation of
a data hub that transformed disparate data
into actionable insights, were shared to
illustrate the complexity and potential of
effective integration.

éé

Building a data hub streamlined
our [SLM] processes, turning
disparate data into actionable
insights."

Shannon Beecher, IBM.

Additionally, the necessity of integrating
advanced technologies like Al and loT into SLM
systems was discussed, underscoring their role
not just as enhancements but as vital
components for robust SLM systems. This
perspective aligns with industry research, which
correlates the integration of systems with
increased operational efficiency and improved
customer satisfaction.
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Change Management and Global
Challenges in Streamlining SLM

In the roundtable discussion on Service
Lifecycle Management (SLM), change
management was identified as a critical factor
for successful implementation. One key insight
shared was that the main challenge in SLM is
not just the development of technology but
managing the change in how services are
traditionally rendered. This highlights the
necessity for cultural and operational shifts
within organizations. The discussion also
brought to light the difficulties faced by
traditionally product-centric organizations in
transitioning to a service-oriented mindset.

Globalization, too, presents unique challenges
and opportunities in SLM. The need for scalable
and adaptable solutions to handle complexities
in a multinational context was a topic of
discussion, emphasizing the importance of
flexibility in global operations. Financial and
resource constraints were also highlighted as
significant obstacles, particularly the
challenges in obtaining funding to move away
from legacy systems towards more advanced
technologies. Another critical point of
discussion was the struggle with information
silos and the imperative to break these down to
establish a unified data strategy. The
roundtable also showcased success stories,
such as the effective integration of asset
management into overall service strategies,
illustrating the strategic value of assets in
service delivery.
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Key Aspects of Change Management in SLM Implementations

Cultural and
Operational Shifts

Change management in SLM requires significant cultural and operational
changes within organizations.

Transition to Service-
Oriented Mindset

Traditionally product-centric organizations face challenges in shifting to a
service-oriented approach.

Globalization
Challenges

Managing SLM complexities in a multinational context necessitates scalable
and adaptable solutions.

Financial and
Resource Constraints

Securing funding for transitioning from legacy systems to advanced
technologies is a major hurdle.

Information Silos

Breaking down information silos is crucial for establishing a unified data strategy
in SLM.

Strategic Asset
Management

Effective integration of asset management into service strategies highlights the
strategic value of assets.

Embracing Continuous Evolution in Service
Lifecycle Management

Service Lifecycle Management (SLM) is
increasingly being recognized for its ongoing
cycle of execution and optimization. This
continuous cycle is essential for effectively
looking at the next areas to optimize, reflecting
an evolving nature of SLM that leans towards a
more holistic, customer-centric approach. This
transition requires a significant shift in mindset,
moving away from traditional methods to
embracing smarter strategies that integrate
technology and information. This change is part
of a broader trend within SLM, focusing on
enhancing customer experiences and
seamlessly integrating them into operational
strategies.

During the roundtable discussion, it was
emphasized that SLM must strategically align
with broader business objectives. For instance,
in subscription-based models, effective asset
management is critical as it directly impacts
financial health. This highlights the balance
between managing assets effectively and
maintaining financial accountability. Aligning
customer service experiences with business
needs was also discussed as a crucial strategic
aspect of SLM. It involves aligning costs with
revenue and ensuring that the service model is
complementary to the product life cycle. These
insights highlight the need for continuous
innovation and improvement in service
strategies, underlining that adapting to market
and technological changes is essential for the
sustained success and relevance of SLM.
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Essential Elements for Continuous Evolution in SLM

Continuous Cycle of
Execution and Optimization

SLM is recognized for its ongoing cycle of execution and optimization,
focusing on continuous improvement.

Holistic and Customer-
Centric Approach

SLM is evolving towards a holistic, customer-centric approach, enhancing
customer experiences.

Mindset Shift

Transitioning from traditional product-centric models to smarter,
technology-integrated, service-centric strategies.

Strategic Alignment with
Business Objectives

SLM strategies must align with broader business objectives for
effectiveness.

Effective Asset
Management

In subscription models, asset management directly impacts financial
health, highlighting the need for effective management.

Aligning Customer Service
with Business Needs

Aligning customer service experiences with business needs and ensuring
service models complement the product life cycle.

Need for Continuous
Innovation

Continuous innovation and adaptation to market and technological
changes are essential for SLM's success.

Envisioning the Future of SLM: Embracing
Automation, Intelligence, and Integration

The landscape of Service Lifecycle
Management (SLM) is on the brink of significant
transformation, driven by the integration of
automation, standardization, and intelligent
solutions, particularly focusing on Al. One of the
key highlights from the roundtable discussion is
the potential of Al to dramatically reduce
resolution times by up to 50% by the year 2027,
showcasing the transformative power of Al in
the realm of SLM. This projection aligns with the
consensus that digital transformation and the
growing influence of Al will fundamentally
reshape service models within SLM.

Sarah Nicastro, emphasizing this shift, stated,
"We're moving from digitization to intelligence,
where Al and automation take center stage in
SLM." This encapsulates the current trend
towards more intelligent systems, highlighting
the necessity for agility in technology adoption
to ensure that SLM strategies keep pace with
the dynamic market. The importance of robust
integration capabilities to manage these rapid
technological advancements was a focal point
of the discussion. The global push towards
digital transformation is not just reshaping SLM
but also highlights the need for future-proofing
systems to adapt to these rapid changes.
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We're moving from digitization
to intelligence, where Al and
automation take center stage
in SLM"

Sarah Nicastro, IFS.

The roundtable also explored the impact of
digital transformation on SLM, particularly
noting the importance of integrating
intelligence at every stage of service. This
approach is crucial for ensuring that SLM
strategies are effective, predictive, and
proactive. The discussions painted a picture of
an SLM landscape in rapid evolution, driven by
technological advancements and the need for
integrated, intelligent solutions, setting a
course for a future where such technologies are
not just enhancements but essential
components of SLM.
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Conclusion: Charting the Path for a
Transformative SLM

Service Lifecycle Management (SLM) is
currently at a crucial intersection, significantly
influenced by digital transformation,
integration challenges, and the imperative for
continuous optimization. Insights from industry
leaders during the roundtable discussion have
highlighted the importance of a strategic, data-
driven, and customer-centric approach to SLM.
In today's rapidly evolving technological
landscape, it's essential for companies to adapt
to maintain competitiveness and respond
effectively to shifting customer and market
demands.

The future success in SLM is rooted in
embracing digital transformation, cultivating a
culture of continuous innovation, and
developing robust strategies for integration and
change management. Michael Blumberg,
reflecting on the roundtable's insights,
emphasized, "Future-proofing our SLM systems
means staying ahead of technological
advancements and maintaining a flexible,
scalable approach.” This perspective is vital for
ensuring organizations not only endure but also
thrive in the competitive global market.

This whitepaper, enriched with real-world
experiences and expert insights, seeks to
provide a comprehensive understanding of the
nuances and challenges in Service Lifecycle
Management. It serves as an invaluable
roadmap for organizations aiming to excel in
this evolving service management landscape.
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Future-proofing our SLM
systems means staying
ahead of technological
advancements and
maintaining a flexible,
scalable approach.”

Michael Blumberg, Blumberg
Advisory Group, Inc.

Mastering SLM in the current era demands a
blend of strategic foresight, technological
expertise, and a commitment to continuous
improvement. Blumberg's closing remarks from
the discussion encapsulate this sentiment: “As
we navigate the ever-evolving landscape of
service lifecycle management, our focus must
remain on flexibility, scalability, and
anticipating future trends.” This statement
forms the foundation of a comprehensive guide
for businesses to effectively navigate the
complexities and seize the opportunities within
Service Lifecycle Management.

About Blumberg Advisory Group, Inc.

Blumberg Advisory Group, Inc. is a leading research
and consulting firm in the Field Service Industry and
a pioneer in helping companies manage service as a
strategic profit center. Blumberg is uniquely qualified
to position its clients strategically to meet current
challenges and new growth opportunities through
their relationships and experience. Blumberg works
to improve its clients’ profits through strategic
service, assisting in developing and implementing
profitable business strategies based on the principle
that service is managed best as a separate,
strategic, and profitable business.

Learn more: www.blumbergadvisor.com.
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About IFS

IFS develops and delivers cloud enterprise software for companies
around the world who manufacture and distribute goods, build and
maintain assets, and manage service-focused operations. Within our
single platform, our industry specific products are innately connected to
a single data model and use embedded digital innovation so that our
customers can be their best when it really matters to their customers - at
the Moment of Service™.

The industry expertise of our people and of our growing ecosystem,
together with a commitment to deliver value at every single step, has
made IFS a recognized leader and the most recommended supplier in our
sector. Our global team of over 5,500 employees every day live our values
of agility, trustworthiness and collaboration in how we support thousands
of customers.

Learn more about how our enterprise software solutions can help your
business today at ifs.com.

#MomentOfService
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