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	TOTAL COST OF OWNERSHIP AND DESIGN FOR SERVICE READINESS

INDUSTRY RESEARCH SEPTEMBER 2010



If you are a consultant, educator, or non-OEM, etc., please respond as proxy for a company with whom you are very familiar.
	1
Demographic details  (All answers in this section  shall remain confidential and will not be published)

	a) Name
	     

	b) Company
	

	c) Role/Title (Please select from drop-down list)
	 FORMDROPDOWN 


	d) I wish to receive a copy of the final report
	 FORMCHECKBOX 
  Yes
 FORMCHECKBOX 
  No

	e) e-mail address required if you wish to receive a complimentary copy of the final report.
	

	f) Telephone number (country + area + number)
	

	g) My influence on service strategy is
	 FORMCHECKBOX 
  Final Approval
 FORMCHECKBOX 
  High
 FORMCHECKBOX 
  Contribute
 FORMCHECKBOX 
  None

	h) My Service P&L responsibilities are
	 FORMCHECKBOX 
  Total
 FORMCHECKBOX 
  Partial
 FORMCHECKBOX 
  None
 FORMCHECKBOX 
  Not Relevant

	i) My territory responsibilities are
	 FORMCHECKBOX 
  International
 FORMCHECKBOX 
  National
 FORMCHECKBOX 
  Regional
 FORMCHECKBOX 
  Not Relevant

	j) Our real corporate business ethos is
	 FORMCHECKBOX 
  Customer-centric
 FORMCHECKBOX 
  Product-centric
 FORMCHECKBOX 
  Techno-centric
 FORMCHECKBOX 
  TCO-centric

	k) Industry (Please select from drop-down list)
	 FORMDROPDOWN 


If “Other”, please specify 

	Comment: 


	2
Strategic relevance of Service (Please select your responses to these statements)

	Our service business…
	Strongly Agree
	Agree
	Disagree
	Strongly
Disagree

	l) is explicitly mentioned in our corporate mission statement
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	m) is specified in our annual report as a separate business P&L
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	n) is a standing item on the agenda of our board of directors
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	o) is an independent P&L, not consolidated into a product  line or business
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	p) reports directly to the CEO or corporate executive committee
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	q) receives adequate senior executive focus and active, insightful  support
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	r) follows a services design process as explicit & disciplined as for products
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	3.1  Gross Margin 2009 for product-based service business (i.e. excluding professional services)

	Actual Result
	Negative
	0-5%
	6-15%
	16-25%
	26-35%
	36-45%
	46-55%
	>56%

	a) Gross Margin (%)
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	3.2
  Deviation of 2009 product-based service business results from budgeted target

	Variance from target (%)
	<-16%
	-15 

to

-11%
	-10%

to-

-6%
	-5%

to

0%
	No

Variance
	0%

to

+5%
	+6 

to

+10%
	+11%

to

+15%
	>+16%

	s) Net Sales
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	t) Gross Margin
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


N.B.  The above questions aim to identify possible best practice correlations from the questions below in relation to planned and actual business performance 2009, particularly in the light of the prevailing economic climate.  All data will be handled in strict confidence and only data aggregated from the total sample will be published.
	4
Service IT-Solutions (Please select one of the eight alternative responses which best describes your Service-IT scenario)

	Our Service IT-Solutions platforms are predominantly…
	 

	u) Legacy-based, stand-alone 
	 FORMCHECKBOX 


	v) Legacy-based, partially integrated with ERP
	 FORMCHECKBOX 


	w) Legacy-based, fully integrated with ERP
	 FORMCHECKBOX 


	x) Specialised service system, externally licenced, stand-alone
	 FORMCHECKBOX 


	y) Specialised service system, externally licenced, partially integrated with ERP
	 FORMCHECKBOX 


	z) Specialised service system, externally licenced, fully integrated with ERP
	 FORMCHECKBOX 


	aa) Standard service modules within our ERP system
	 FORMCHECKBOX 


	ab) Customised service modules within our ERP system
	 FORMCHECKBOX 


	Comment: 


	5
In comparison with 2009, our 2010 Service-IT budget has increased or decreased by:

	Service- IT Budget Change 2010 over 2009 (%)
	<-16%
	-15 

to

-11%
	-10%

to-

-6%
	-5%

to

0%
	No

Change
	0%

to

+5%
	+6 

to

+10%
	+11%

to

+15%
	>+16%

	ac) Change 2009-2010 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	6
Service IT-Adequacy  (Please select your personal evaluation of the following statements)

	Our Service-IT Management Solutions…
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	ad) provide full service operations visibility in real time
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ae) provide full financial visibility of service business in real time
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	af) are able to accurately measure the true cost of serving for every customer service event
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ag) enable us to accurately calculate the rolling profitability of each single customer
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ah) enable us to individualise customer pricing based on each customer’s true service cost and profit analysis
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ai) provide direct reliable statistical and operational input to TCO and DfS requirements in New Product/Service Development (NPD)
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	aj) provide full decision support for service planning, operations & business
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	7
Products and DfS (Serviceability/Operability) (Please select your personal evaluation of the following statements)

	In general, our products…
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	ak) are well-designed for easy installation and commissioning
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	al) require frequent Preventive Maintenance and calibration.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	am) are well-designed for customer/user interfacing and operability.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	an) provide clear, un-encoded and non-cryptic information to the operator 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ao) require frequent user-effected adjustments or top-ups.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ap) are susceptible to user-induce errors or poor user-maintenance.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	aq) are constructed to embrace a high degree of ‘Poka-Yoke’ principles
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ar) are constructed to ensure a high level of backward and forward compatib-ility after design changes of field-replaceable assemblies and parts.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	as) have, in new products, high re-use of parts from earlier products 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	at) are easily accessed/adjusted/assembled/disassembled in the field.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	au) do not require special field maintenance tools / handling equipment. 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	av) have easy identification of parts and revisions without disassembly.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	aw) have automated configuration recognition and self-documentation.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ax) are well-designed for fast problem definition and resolution.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ay) integrate sensor technology and alarms to a high degree.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	az) have on-board/remote monitoring and adjustment capabilities.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ba) have on-board remote diagnostics capabilities.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bb) don’t require power-down to exchange logical parts, (hot-swap).
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bc) have a high standard of installation & maintenance documentation.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bd) have a high standard of user / operator documentation.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	be) use IP to update user/technical documentation after R&D changes.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bf) have on-board/remote facilities for logging ops & maintenance events
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bg) are designed with explicit and measurable TCO objectives.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bh) are explicitly recognised by customers for having favourable TCO.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bi) incorporate a very high level of environmental readiness upon disposal.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	8
Total Cost of Ownership Processes, Analysis and Influence (Please select your personal evaluation of the following statements)

	In general, …
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	bj) customers increasingly require TCO argumentation in their purchasing specifications.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bk) customers provide explicit TCO calculation definitions in their purchasing specifications to ensure fair comparisons of tenders.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bl) we have excellent technical and financial visibility and control over product TCO in all phases of the life-cycle.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bm) our capabilities are very agile and can quickly respond to changing conditions regarding TCO.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bn) our service planning process is highly integrated with the New Product Development or improvement process (NPD).
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bo) our product management and R&D are highly alert and responsive to deficiencies in product TCO
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bp) detailed service requirement specifications regarding Life-Cycle Cost-to-Serve are submitted and readily integrated in the NPD process
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bq) product managers own the full life-cycle economy from product cradle to grave including services.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	br) our product management has a full comprehension of our true costs-to-serve/maintain and the customers’ TCO for all life-cycle phases.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bs) we systematically collect data from the field regarding product maintainability and operability for TCO improvement.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bt) empirical product performance data from the field are systematically sought and used by R&D for continuous improvement.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bu) we regularly monitor product fault frequencies and update our costing and pricing to reflect revised data and the related Costs-to-Serve.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bv) our service planning process has adequate automation to accurately determine and analyse on-going service costs, pricing and margins
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	9
Design for Service, DfS (Please select your response for the following statements)

	In general, in our company …,
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	bw) DfS and TCO concepts are highly integrated with each other
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bx) our service planning process is recognised internally as a major strategic business influencer.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	by) we meet very little resistance in getting DfS requirements adopted in NPD.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	bz) service marketing experts are systematically engaged in our DfS process.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ca) support specialists
“               “               “               “
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cb) field engineers/installers
“               “               “               “
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cc) service planning experts
“               “               “               “
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cd) unskilled service planners
“               “               “               “
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ce) customers and users
“               “               “               “
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cf) our service planning staff has a full grasp of serviceability, service technologies and TCO issues over the complete product life-cycle.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cg) DfS specifications have a strong influence on NPD. 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ch) we proactively data-mine field data to improve service methods and costs.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ci) we are quick to adopt and implement new service technologies
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cj) management readily accepts additional development costs for increased serviceability in the interests of reducing LC Costs-to-Serve and TCO.
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	ck) DfS and Design for Manufacturing(DfM) interests are well balanced in NPD. 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cl) R&D think they understand and satisfy DfS needs when in fact they do not!
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	10
TCO and DfS competencies, etc. (Please select your response for the following statements)

	Our organisation has fully adequate capabilities (i.e. processes, tools, methods and skills, etc.) regarding accurate and detailed assessment of
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	cm) Total Cost of Ownership 
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cn) Design for Service
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	co) Service Costing and Pricing
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	11
Product Life-Cycle Management (PLM) Standards (Please select your response for the following statements)

	The status of our knowledge and application of the following PLM standards in our New Product Development /Change Management is ...
	Not Familiar
	Familiar Not Applied
	Familiar Partly Applied
	Familiar Fully Applied

	cp) ISO10303-239 (Product life cycle support - PLCS)
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cq) ISO15926 (Life-cycle information about technical installations and their components)
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cr) ITIL (Concepts and practices for IT Services Management (ITSM), Information Technology development and IT operations.)
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	cs) Other PLM standards (please specify) 
     
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	IT-Support for PLM
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	ct) Our IT-Systems give full support to the PLM standards we employ
	
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


	12  What, in your opinion are the main drivers of TCO and DfS in your organisation? (Free text)

	Comment: 


	13  What, in your opinion are the main inhibitors of TCO and DfS in your organisation? (Free text)

	Comment: 


	14  Additional comments you may have with respect to TCO and DfS? (Free text)

	Comment: 


	15 Further information: 

	Do you wished to be contacted regarding*…...?
	Yes
	No

	cu) this research
	
 FORMCHECKBOX 

 FORMCHECKBOX 


	cv) tools and processes for calculating and influencing Total Cost of Ownership - TCO
	
 FORMCHECKBOX 

 FORMCHECKBOX 


	cw) tools and processes for Design for Service - DfS
	
 FORMCHECKBOX 

 FORMCHECKBOX 


	cx) service costing, pricing and margin
	
 FORMCHECKBOX 

 FORMCHECKBOX 


	cy) PLM/PLCS standards and processes
	
 FORMCHECKBOX 

 FORMCHECKBOX 


	Comment: 


*If you wish to be contacted, please ensure your e-mail address and/or telephone number are included on the first page of the survey

Please save this file and return it as an attachment to info@spulse.com
The final report will be sent to respondents during late October / early November.  Please ensure you have included your e-mail address to secure your copy. 

Thank you for your participation.
Kind regards

Service Pulse International AB

Nybrogatan 24

114 39  Stockholm, Sweden

© Service Pulse International AB
1 (4)
Tel  +46 (0)70 8525050
All rights reserved


info@spulse.com
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