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Abstract

Almost all of the literature on servitization suggests that the transition to integrated combinations of prod-
ucts and services provides benefits to the manufacturing firm. However, despite some success stories of firms
transitioning from a product manufacturer to a service solution provider, our understanding of servitization is still
limited. The purpose of this paper is to explain (1) what servitization is, (2) why manufacturing firms move
towards service provision, and (3) what strategies are needed with transition trajectories. Based on a system-
atic review of existing research, this paper identifies three strategic decisions that are conducive to transition

from product-centric services to customer-centric services. Finally, the paper concludes with main findings and

2019

a few avenues for future research.
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Terminology

Author

Definition

servitization

product-service
systems

service infusion

integrated solutions

Vandermerwe

and Rada (1988)

Baines et al. (2009)

Brax and
Visintin (2017)

Kowalkowski
etal. (2017)

Goedkoop
etal. (1999)

Mont (2001)

Kowalkowski
etal. (2017)

Brax and
Jonsson (2009)

Servitization is the increasingly offering fuller market packages or
“bundles” of customer-focussed combinations of goods, services,
support, self-service, and knowledge in order to add value to core
corporate offerings.

Servitization is the innovation of an organizations capabilities and pro-
cesses to better create value through a shift from selling product to
selling PSS.

Servitization of manufacturing is conceptualized as a change process
whereby a manufacturing company deliberately or in an emergent
fashion introduces service elements in its business model.

The transformational processes whereby a company shifts from a
product-centric to a service-centric business model and logic.

A product service-system is a system of products, services, networks
of “players” and supporting infrastructure that continuously strives
to be competitive, satisfy customer needs and have a lower environ-
mental impact than traditional business models.

A system of products, services, supporting networks and infrastruc-
ture that is designed to be : competitive, satisfy customer needs and
have a lower environmental impact then traditional business models.

The process whereby the relative importance of service offerings to a
company or business unit increase, amplifying its service portfolio
and augmenting its service business orientation.

a bundle of physical products, services, and information, seamlessly
combined to provide more value than the parts alone, that addresses
customer’s needs in relation to specific function or task in their busi-
ness system ; it is long-term oriented, integrates the provider as
part of the customer’s business system, and aims at optimizing the
total cost for the customer.

HPT : &S & 0 $lok

— 55 — (55)



74— hEEIMEA M) — L0 L, R
LD Y A T LHEH oA, K>S
P — U AERENOMBA~Y A v FEy bOE
1, BLED S H— U ANDOEIRICLTE L 5 ke
DR DZAL, B X UBE L BRG]
NR—= A0 5 ERENR—ANOEL: &, K47
AL EGEENT VWAL L 2 EHT 5 (Brax &
Visintin, 2017), K% 1 1Z8EE 0¥ — v 21k
WS 2 EMaERERTHOTH L,
UTFTIE, =AM ¥—2 3 eIl
EWfEx BT 5, COMSHEICERT L8
HIZRDOEBY TH L5612, 2OMEITT —
VAR AN, EEM~—FT T4 27, F
N =323yt T A I RETRDIE LD
NTVLEP5THb, B, O
B e B HFE &0 - T, BEEDY - 2
LBRICH BHFEOMEN T + —H AET, &
DHRLEZNINIET H5 14 FI X% bAfH
LT3 25Thb (e.g Baines et al,, 2009) o

3. ¥—Ex1t— 3> 0fFE

L, BEAEIY - M- g VT
DL D). RETIX, -4 E—Ta v
DEREET D, F—EF 4P =T arhd
BOENLERRIE, FIZEDICKRHTEIEHNT
& % (Baines et al., 2009 ; Oliva & Kallenberg,
2003). T b L, FHEMEL, MR
BLO~Y—FT T4 7% THL, LT T,
NEIZE > T L %o

BB ER

REWE S, BBRNERE L D IFIEh
(Mathieu, 2001b), FIZ=20#ELH 5 & I8
37z (Neely, 2014) 0 O & DI 72 2 4%
BOERTH L., TOBEFITIE, HFHEFOR
B HOEALIZE S T, BBIZ BT 280
IET 4 T ALDHEA, TR b - R—= 2 DS
FETFTHREEICE 722D H DL (Wise &

(56 )

Baumgatner, 1999)c Z D X 9 Zikino b &, #L
WIS E DT LD, I/ RXR=F 4 T
WD LA & 3 72 2 A At i O B 2 S A7z,
FITHER, BRMICHMT 2 - EAZEET
AT 2 &R — AR LEAT
LT, B mlGsEE LT s 07T
H5bs

flid—21, BT A T A 7 VRGO
KR EFHEEOKZIZHETLLDTH S,
Wise and Baumgatner (1999) (2 LuiE, KE®
H B HL 15 D8 =8 AR HBGER O A 1E
BLZ1B1THY, —MHHOTIGHFEL A
NOX L BB E Y — EAANOZ T
20% * 80% Td bo F - HKIEH, fLZEHE,
HEEEBED L) BT AHEYR OB T A4 7394
7 VIE, 0FE M LT —Ab L h L hn
(Neely, 2014) o =9 L7285 0¥ BB o0
EHMEBEOHEITEL, BLIOREDT 4 791
7 NVOERELE TR, Bk 3 5 R
P— U2 F BT B LSRN R B B
L7=DTHb,

ZLT=2HIE, ZENRIZEHEOMRTSH
bo WFEIZE ST, BT LD LHTEN S
BONDPED DB b DD, Z OIS
RRAEFOREEZ TR TV, TNIH LT,
Y=V ALH 2 ERTHMIZET 5 RmALENL
O RoE D &S 72 (Raddats,
Baines, Burton, Story, & Zolkiewski, 2016),
0, P04, ZHPIHANTOY—Y
AFAP L/ ENL M T L DNER 2 25 < 1
s, BB S A 7 A 2 Vo T
HE, EWIIbIzo TH—EAHDFIH S Ik
FA728, av A% v MIAEE LIFL 2 R
TX5Lnw)ZLThHb (Neely, 2014)s 2D
IV RBHEOLE, F—ERAINEOREN
PaERE L CHIfF SN0 TH 5,

gl Eda
IO TR HI9IE, TS 2 OREREZ



HHML, BEMET WO TITHFEAE %
HBT5H2Li2H b (Porter, 1985), H—LE ¥ 1
Y- a VICHT AERMEIERE O O L DI,
P —E AL EIMREORMETH D, 7
0 — NV RIS DR % & Bt O ARV,
SeAtE & o FE e oM OBAERE) & L v
DN S N, BT d £9F T HEL
27 ) 22 % % (Vendrell-Herrero & Wilson,
2017)o 29 L7z b & T, H—E It
RO L WRFE & B B EILORE S TR L
(Robinson, Clarke-Hill, & Clarkson, 2002), % ®
A DEFES 12 X - THE D5 Ol E b§
Z &3 TE % (Oliva & Kallenberg, 2003) & #f]
fFEah/z,

5] 21X, Frambach, Wels-Lips, and Guendlach
(1997) ¥, =T — 0 v XOEEEETEICBIT
LITEHREELR OB A Z A L7245 R, Mol
BEAFEE/ALIN TV D2 2hb 5, B
= ZADOPRMIIERN S A7 <A X ENT-H]
Rz, EEOMEMEZ DL EIZEK
Wofzbt—CAOEEMELZ WML 720 T2
Mathe and Shapiro (1993) 2 & % F A v {23
138 # 2 MR IATbhRAETIE, KhEDO~
ATy =R L, SRRSO o TRIRIIZ
FIMLZ DT v v AFEZICH L bl
EZH, T69% W [F—EA] ERELAEZE
b ity X L7z (Desmet, van Dierdonck, & van
Looy, 2003) o

b ) —OOWMIERIL, Y- Y AL D
G L OREREDIZK Td 5 (Mathieu, 2001b) o &
IE 2D ERH S (Neely, 2014) . T 7%
bbb, Oy AUy 779 MhETH
5o I, BEER % RN T i TS

6) Y — U RO, —ICER, AR
B ORI, SEME R, B X OPTH
WrtEbanwZ L zigd, TNoDFEICHET
% #4072 Fwak (X, Edvardsson, Gustafsson, and
Roos (2005) ; Lovelock and Gummesson (2004)
AREL V.

L, BBIZRPERVART IS—Y DIRFER S
YV TERLR ETHEEYFVIAA TGS
FhHIEThb, BEIZ EORMY DK
B/X—= L — U RO RMEAMNER RO LI
X, HRENICESHTF TS Ao &
W% B VIR TH D,

Bz 1L, MEHEFE T RF 2 2y MEH
F—CRAERML, F—SHoOBEGH LB
F—UCRAEFHT LI LT, AMPERCEEH
IAMOEERPERICRLET Yy 7 ADHES]
(Wise & Baumgatner, 1999) %°, I~V IZ L 5
B L Z0H% R — b 25 4 KOMTRAX O [
BRI X > T, BEOTRL =2 a YD
M EI2E5 LT3 FH6L-2 0 MBI & v 2 X
Io HHL, &9 %S BEREILH I EE
TLHLEEFRS v ZORERITHEEND=—X L
P—E 2O, SSICHGOEIEICL - T
HEENSLDTH A (Samli, Jacobs, & Wills,
1992) .

=TT T ER

-y A= 3 YO A SN
HZOHOERIE, =7 T4 Y THETH Do
GH, £ OBFITRLBIZTTIIMETE %<
7, X% DY —¥ A %KD T WA (Baines
& Lightfoot, 2014), f Z21X, FEHIEDOMWA %%
A&, FHEOMAEIL, £z L CTHMADEH
AT THETEDL D, EAEHTHAHH. &
B 5, FEHEREDIINIC, FORFEIT X
HALENLIRGE, BHARH], R — MEfZ
EMNRDO LN TWENLTH S,

—7, BMEOEEEMICEZELL &, 4L
OB, BRI AEEMIZOWT, A
ZOREEHO—FHICHE W L 505
(Desmet et al., 2003) . %1 2 (£, Wise and Baum-
gatner (1999) DFATIX, HEAIZBIF B8V
aVEEOFHETIE, N—FYy 7 OBAEIX
ERBHO20% 2@ X, ERYIET 7=
PR—FREH, X T F Y AIIRY BTSN

(57)



TWLZENHLNI R o7z TNEDIRMIC
A, BRSSO TR — Y 2 %
BT 2L, HEO=—RIZN A, BEEIC
RO Z M 25 2 1285 L WIS
NnN-oThHb,

FNZMA T, Yy —UEANOIELRITHEE L D
R EEILT 220y hbd b, ZHIETD
DEHRDVDHD, 0D, F—E¥ABEZ IOt
AN BV THERZE LRI T S RE 0N
W&, BEIEEO-—XF L) ECHEBT
X, REIBTBAL I NR=2ar Doy —
- TIWVOREDPEFTE L2 L THDH (Dachs
etal, 2014), 2 1L, Chatterji and Fabrizio (2014)
X, EEERRRAE LS I N—F 4 TREZLD
TRV =T a YHRRFEOHMA /)R- a v
wifb L, #7741 A A ) R—
TarPbRORERIGEESECL LT L
Fik L7z F 72 Goh and McMahon (2009) &,
BB O — AT E ST B I A
BOBEELREREBRET—EADT 4 v hx—
75T A EFRIE L 72 (Dachs et al., 2014) .

b —2ld, EEOAYIVT 1 DEETH D
(Mathieu, 2001b) o %0 B IZ BT, 1ERERY 22
MEDNTRE R o TWD D, ik & MhBEL
THPEN 2R T2 3EHDOETDH 5,
WIIZE S TREE BT A101E, EGsRER &
OB HE R EEEREEE, BT A 74
7 VO BRY, BN - A0t —F—
BELHZENEETH S (Wise & Baumgatner,
1999), #2TC, H—E¥ A ¥—Ta &l
T, SEEIRRHE B O MRAGE O 1) & 4
R—ML, EEOWMEZ LTSI L THEY
AXYNVT 4 EWEEST L ENTEDL, ZLTE
TICHHEZ 2T 2 00%, BEEE RO LD %
ZEERDTWENSTH S (Vandermerwe,
1994), $bbH, O HEOMHE2S L) %L
DOifEEHELTWwAEZE, @ XY B,
LLAZNAL DY) a—varvErEEL T
528, @ BMLEEREDOF S/ I E
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FIWERAT 52 Lk o CTEMETERT L
L, @ EENLTa =NVt T ) T
FEHLTCWLIE, ® HAYTA RSN
BREOHBEL > T b 2 &, Thh,

4. —-E2/tE-Ya - EXERL
HRSEIR

REFEIE LS, BRSO, ~— 774 v 7
WAL, BEEICLLY - MY~
varohbwnit, EVAARAETIVICH-ER
EAL, BMPENOBRICESZILIIHL L
HCTE L), LAl WEMREICE ST, F—
CHAX—asidseallilEsE (B »5
-V A% (- R) ~OEBRELERT L0
B, ENE QEMOWITIIZR {, S3EIFRAL
543770y TOMERY Y a rOfikay &
T 2D, TOEZDV—HIIE A B VOIEE
BThb, 8%, SEOHIME %Er
Y & S GERBEOZAL, S 51O/
R & RA T A BRI OKEIZL T, £
NS L HALD TN ED L LR L) 05
THAHAHTIE, -y S ¥—T a0 —
Y ZHET & G ERR (C D W TR L B R 5

Y+ —E XD3ERY

BEAERIZEIC BT, B L — 22501k
ENART T HE L TIAZTE (Brax,
2005 ; Oliva & Kallenberg, 2003)., X3 2 &,
COMBMDIERN R ERTT &L DRI A
A=V Thb,

KE2D @I, P—Esf¥—2 3 yo¥—
CAGHOIARITH D, [MFK2 D (a) [TRE
N7=L 912, BFEEFANRT bT A OB Gl
fE%Z KD DA, e bRROY — 2 AN A
HERDLNIZE - T, = ADEEIAHN
Eng [#EagEmE ] & SEy— v AIH
mE NS [FEEEMI] 1250515 (Oliva
& Kallenberg, 2003) o
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Value mainly in product
-
Pure ~ Pure
product Service
Value mainly in service
Value mainly in product
.
> o
Pure Pure
product Value mainly in service Service
Product Result
oriented oriented oriented
Value mainly in product
o b
— el
Pure NP . Pure
product Value mainly in service Service
Integration Product Service Use Result
ariented oriented oriented oriented oriented

HiFT : Oliva and Kallenberg, 2003, p. 162 ; Tukker, 2006, p. 248 ; Neely, 2008, p. 108 1230 < {ERK,

5] 21X, Mathieu (2001a) &, Z ®» 41L&
R MNTLIZEDSNT, Bz R—-1bT5
=¥ R (SSPs) &, Bx 77U A% K-
F9 24—V A (SSCs) &\ 9 A IER L7z,
SSPs TIXH G Z Db OO PR & B &
n, F—UCRAFENIHHE S NEE) L e S
N5bo HERMIAEY 23X EY — B AR AR
TIN— ORFENTZF U B 725 Z UK LT,
SSCs I2BW\WTid, ¥ — ¥ 2 BED D il o
HHEHTHY, PEOBERERZENS, H
FEEARICIR S5, kRS O HEFICANS T~
FNT AT = EANZO—HFITH 5,

CCTHEICETADIX, T —VYASHE
DIEKR L EZTIZBWT, ] £nvw)
BIASELERH — A 5 O TR 72 (G B <
AR %8BI 5138, BiiTidhnwe

W) L Thb, RERL, TITFT—ES A
Y —3 3 YIZBT A EDOFTTE % AR 2 T4t
MY LRy, TN ofk) REE L 2inE &
DO BARMEZAIZ B 2 a0 2 BRI B 2)S
AL TH5D,

%] 21X, Oliva and Kallenberg (2003) %, K
A DEFERMAHE 1L RIZT 4=V F
a7V, AERMERICB T2 -y 4
= a YOWY AL, KD XD YD
HHLEEMLZ, —2HIE, Y—EAZDLD
FEIZHEGICNY FY 7 &Rz L3RS %2
Ve 85, BESFEIIRLAROKREY B
AT, BRAHOF L= ar7Fak Ak
B 5N DR ZRBEFEIC DI RE 7 — A8
Yl hwrbThb, Z2HIE, H—EAD
PR IO EAEMTE LIS v, BEH
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BOAYTFF ALy FRH— FI8—F 4 8
FOHERHEH) b HLO5THE, FLT
=OHIE, REEFIZLT LD EESETIE R
Vo = EZBEROERENL, HEBEROMR: L
LB L HNELZNLTHE.20FD,
oAb E NS - = EAZARS b T AL,
F7 7)Y IOMEA N -2 Db EFE LT
WLORR LT, FIUE S &3 L HEOBLR
DL — F/8—F 1 12X 25 0T R
LIRIBL TWAEDTH D,

F72, ART N T LAOMMIZH DB & —
Y 2L, L CTHHM 2 BFRICH B I Tl e
WI LD EBETALEND L, Bl 21T,
Baines and Lightfoot (2013) 1%, #&& V-1
A L) THALARY N T AIZHEDWT, B,
DIEREREDA VAN —= VR AV TF VAR E
DL YR — MEBZ LR - X (basic
service) & EFL, WMmOEAEELBR 2
flifiE % FeZ LR & & DAl ) M3 8 % Joim
¥ — ¥ A (advanced service) & % & L 72,
Sousa and da Silveira (2017) 1%, %7 5E - #b
WRERY T Y — R ET 5 KRB — XA
Whge & S L, A HagIc Ry — ¥ g, L,
OWHREIZFG T 5 —HT, it — Al
FREZEIZ, A LX)V —E R E i
FTHIENBEWTHD L, AT -V 21350k
W —EADTIy b7+ —0 L LTHRELT
WhZEEREL 2.

B4 52, LY —E AT EANRY b
T a0, - B E E BT 5 720 O EAL
ENTZFHPLDICET v, L)EELZO,
- AGHEEROELT, -5 1 E—
a vl B - - RXARY VT A LD
MEIRED 5 1 I 3 v 7 284 % 785k L L&
LHZETHD,

—7, ZOZGALARY N T A EPR L0
i, Tukker (2004) % Neely (2008) 72 & TH 5o
MFE2D (b) & (o)X, ZDOA4 A=V HTH D,
X2 ® (b) IR E N7z & 9 12, Tukker (2004)
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&, BEERIEOMR AR E 2, B - - A
AR NT L EZDODH T I =257z —
DIIPERE B ORGENITH L. Thbb,
BEFEGOWFEICERZES, Y- X%
RTINS S E L Citit T 5 22 ThH
bo BIZIX, FHEOPEEIAME NIz
REDFM, R — MEROFRME, HWIEOFI,
AT RN 2 ZF 124725,

by —2RMEHEMNTCHL, O —EX
DOHHRL, BB RO L DIFELFDH DT
e, B d OWETH S (Mont, 2002),
COHPROL &, HEIZE o T, KRS
L CEERBEE LR35, B O
FHTENE, BHZF0bo xR LAYILT
LHPBEENRENTHWCDTH DL, HFU, FEHE
OBIRIY 5 L, BEDHKT 2O HE
RAKTIE R <, FIUTR 272 AW % & SRR
ThHbo 29I HEHRT, HiEddFHER
FOMWDLYIL, ERAEOY 2T YTV AT A
RV YNV —EADORMIUHEN T B Z LA
e & 7t 5 (Beuren et al., 2013), Z DOFEDH —
Y23 AERETH 5,
ZLT=2HIIHERERARTH S, Z I
RN ZEF IR T 222 THS (Cook,
Bhamra, & Lemon, 2006). 521X, FEHEDUL
TRV —ADNbNIZ, ¥ 7 —RBEHINAD
RAUNZ X > TR ORD 2R E BT TS
EDEITFOENL, TOFDOY—ERIZBWT,
TEHBEOHTHMEL L O HEREIEENICH S
P, BFIES  FTHRFEIRBE SN -V R
AL E L) D THE, FLT, TD
FHI BRSNS 0k, By~ 0%
EVI) KR LR A EAT D KT A /N — Dl
REJ), B Re)), BRENEITH S,

CD=ZOOHTI) —I2EoT, =¥ R4
BT L OMEDZEENS L D EHIC R o720 Th
E—h5T, BRIIFIT-—EIs I ¥— a0
PRACLEDT 2 LIEBRL W L2 RIBL
i ClE, BROMRME=— AT+ V%



W BILT 208 ) BED R &8 7
(Tukker, 2004) o

ME20 (b) 2 &5 IHM5L L7z (o)
Thbr, MFE2D (o) ITRENLLHIZ, 20
ETFNVORFHMIZ ER L 2=Z20 8 731 — I
[FaLmi ] & [F—ExEEI | L)
ODHTI) =B EIH D,
=20 % 7 I1) —i%, Tukker (2004) =
Cook et al. (2006) 12X o> TR SN0 &
EIZRESETH B 7280, T TREFZIEmE R
7ohT T —DIREERT L,

MABMM L L, A¥EsEERSTMLT,
FEEN) 2 — - Fr— O THEEIEBHT S
2L THH, ZOFFEIIBNT, HEOFTEME
EHEk DB B E & FICEZ BT S
A, BEOELIIH  FTREREOTREMEZ
D (Neely, 2008), FEBDO Y F V=D
BRIZH D, BIzIX, AMStHIETV Y 2R %
Y RTHMET V) Y OBGEEIZ LD, KEIZ
HEJE RS G OWGEZ BN L, REMIZI =
A —=IS—=~NEH L TW5b 2 EiZZF i) e
bits (Neely, 2014) o

ZhUzxt LT, — A EMENL, B e —
YA DM % R IH) A5 i) 023 T
HY, ERISH — EADBAHIN S B B R
R T, RS, ZOEOT—-E R
BV, BEOFTEREIIEEICBITT S5
=¥ 2O IMIE I & — E A DFEE I
LOEHEIN—RE 7 7)) T H L5
TdH 5 (Neely, 2008), flz i, HIEE=%5")
YUHMEGH LA 7)) Y v NElE S
FN) 2T AT MMIMBEGITH L. FOFFH
&, N—F&V 7 FOREIT L o TR EE
OB E IR OR/MLE, HE=—ZXD
TAEETRIEFIFEND 7 4 — KXw 7, )T
FLATEBLI LI EICH D (Grubic, 2014 ;
Grubic & Peppard, 2016) o

Neely (2014) 1%, Z OfAEERE A S # T
AR, - e AREE, FHERE, ERE

MM FEFCOHEODOH T T =% —DDARY k
TANELTHZIZIZ, INHDOHTT) =78
BB RS 2RIt 5 2 L1
b EEH L WMEDNS, —ERAGHEO N T
T) —fblE, —EF¥ A4 ¥ -3 3 v OREEIR
WZHIMEMAT AR DS D FlzE, -1
AR L o C, HEO=—X|ZHIET 5720
W% BRATEE T VRS E TV R A S DY
LI ENEZONL, L L—F, y—E¥ A
Y= a YEFEFITHD B OOy —
ELTIRR YA, 2 OGO BIULEL, - —
VAANRYZ b5 A LEOY—E AMERED £ 5
ZEns, BEMEOIAMRE AF L, &
EEHEOBE, MMGET NS, AEEUto
I, R L OMRELR Y, BETRIEER
3% 4 & % (Raddats, Burton, & Ashman, 2015) .
RETIX, =4 E¥—2a vligs zo
BEBIUCAKRY bIA M 2B THILITT 5,

g & 7 ORIR

-y - 3 VEBSIE, THEICBWT
EDL) Y —EAERMT L hRIET S
& T % (Raddats & Kowalkowski, 2014), H—
AR OBINIIHT UL, —Ees M E—
g VgL, EERSENE LY 20
FAEA R & T DWHE DT A fififEFE S0 IR
FPREDTLIEEL VR D, LM LEDD,
COBEBIGEITR L THETII 2w, BEkE
Y- AELOMIZE, WMEETFA Y, LEE
THRESE AF N, WG MELT, AR 72
E, BAGRATEICBWTEVPEEL TV S
5 Td % (Gebauer, Edvardsson, Gustafsson, &
Witell, 2010 ; Gronroos, 2016) o

Gebauer (2008) 1%, B2B % Hula & 32765 —
O v XOFEL G IERIEL AT L, FFEORE
& G O A B AR D B VYD O HENE & 5k L 720
X, ML IE R ART =y DR Z T,
BB ICHREET A E 2 REEL, T A -
==y IR [ 7757 —WR5E—
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VAR ] B, T, AV TR YA, 7O
L ADORFEAL, FL—= TR LT,
OB FIKICH X, ONA Fp#GEF—1
A DRI L T 5 [REZH R — Mt i
W&, B, BENERT AL -3 Vi
go—#Hz2RETITV, TV —2 3 VIFEO
VAZ TR EITAILIZE-T, T A
o)==y SR 2D
OFEEE BRI 7Y by =2 78— —]
BeNg, EBPUIL, BEHLZZERS T —< U AR
B Lzl 572012, R & ILFE T — A%
L, Wi fiEEEOMEICLY, 12—
TR 2 ML & 42 5 9 [BI%s/ S— ~F—
BN Tdh b,
COWUODEREF T a vins, 778 =
ot — CRAIRMALE 2 5 BI5 S— N il
&, = AHPIIREBICIIRL, Bk
BEAHRE & 28R, BXUEY R BT & D72
DPHEANIER L T ZEDERETE D, D
FHINSLOEMEL T a ik, —/TH—E
AHEHE O TEALSEE A L & DR OB
IZESY, XY RERIGEE P hbaZ s
RIS 575, M CIEEZEICBIT DM,
1Y, SCTIEEY L AU~ OEHHA LB IZ 3K L
BEIE) TANDPEATLE ) 2L & HRE
9 % (Mathieu, 2001b), 7 & 7 5, Mathieu
(2001b) 12 X AuE, THATH L v, D
T2 HBICET AT T - Iy
A L ORI ZRATENC IR E S 575, BRIGHY L X
WiE, REOERMLMEBLI v a2l
Y, REOR— P T+ ) FIZF— LDk
NEFFINZ D ERERT D, 2 LT
LAV, Iy v g OB E O RE
ERIFEEVAT ARG, T VT AN
LR OIBIEICED S (p.454) | 5 TH 5,
L7z25-C, =¥ 4= 3y 0ihEiZEg
b LM EOZALIL, AT L OV 2 5 LY
LV ANESIZONT, S LEELoND
B, REITSROONLLED T AIVF—2NK
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BICKREL b2 0iE, BHICHEBTE LI,
oL hEwR,S, YIS E—Ta v
DEEMEFRIN L, B LT R Y — ¥ A&
L) ZHEIR—OMETIE LV, —E 5 A
Y=g VGO BIRA D E D L 720
2, HARERE & Y — E 2O A A 23k
SLHMAEZETH D (Mathieu, 2001b), EAK
0 7 Bems L ikt oo v 74 Fa L —va
AA[/RTdH 5 (Gebauer et al., 2010) &\ 2 5,
DFEY, 72l z2HBH—EY 4 E¥— 3 VR
PEEREOBICHENZZLBENTD, 20
P—EADRERICL - TH 725 SN2 HkkERR
FOEEORE LHPICOWT, Bk sE
BEI22/B50wDTHS,

—77. Gebauer (2008) DI I2, TNET
SR —E I AP — g VERIEDIREE N
(Raddats & Kowalkowski, 2014), [X3% 3 IZ13 1
FW7%bDO%ERT . #HlZIiX, Raddats and Eas-
ingwood (2010) Ti¥, #iFHE Y —E2ADT5
fLANRZ & T ACHAERRED, i
B IZAND Dl V) < IVF R & —E o
AMA79 2, © BFHBEEREE @ fhrti
st IS O SR — A ) HALESRE
L@ A—=H— - 7 =D — A,
EV O IO DG FIRZE L 727,

Matthyssens and Vandenbempt (2010) T i,
BRI AT ADH ALY <4 ZAORE (2
H#AL B AT A RX) IZEHL, B - -1
AANRY T AEDODMAEEDLE T L LI,
O B b WgEmEsERTE [T75 W
g —v A, @ B LE B — Y AEmE =Y
T2 [H—C25—rF—]| @ HAY<TAR
SnzBEBEEmMO [V ) 2 -2 3 »y8—

7) Raddats & D\ RS — VY 2L, REEE
O, Pb—=r7, ¥F-FrD L) %H—
VATH 5D, Jlit— ¥ AL, EHEHO 7 v
FY =Y T -V ATH DB, T LT, A—
H—T7 ) —DEW— AL, VAT LA,
Feafiilake & Ch 5,
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(a) Mathieu, 2001, p.453

& Repairing i IBM
e Fiat
3% ,‘\ competitors inﬁlaT global
; g cars services
2 de
]
=
g -
a 8% Extended medical | Caterpillar
e BEF guarantee systems
]
H
-
a Toll free
. number on Dell Toyota
g ] packaged on-line Lexus
S E goods
a3 >
[&] Cal
Tactic Strategic Cultural
Organizational intensity
(€) Matthyssens and Vandenbempt, 2010, p.698
Solution partner, Value partner,
o €.0. audits, upgrade e.q. Taking over
& | suggestions, project | process responsibility,
E g engineering joint development
£ 2
N O 2 @
i A A
5 I > |
%
v B o
¢ N a &
m B
& 8| Aftersales service, Service partner,
5 e.g. installation, e.g. Start-up
2] training, spare parts | assistance, leasing
maintenance options,
Mainly Mainly
product based service based

Added customer value in the offerings

(b) Raddats and Easingwood, 2010, p.1338

Product-attached Vendor-agnostic
_; ﬁ" services on own and | operations services,
§ 2| third party products, &.0. system
3 E 5] e.9. installation, integration,
% o E support, training technical consultancy
c & @ 4
ié A A
T | |
3 _ﬁ
K] ,3 )] 3
! = Product-attached Operations services
i g services on own on own preducts,
§ 2 products, e.g. e.g.managed
£ = installation, support, services, asset
= training availability
Products Customers
Product / customer orientation of services
{d) Uraga and Reinartz, 2011, p.17
23 Asset efficiency Process delegation
& § service, e.g. services, e.g.
.§ £ £ | remote monitering of | tire fleet management
E ‘ﬁ'i a jet engine on behalf of a trucking
n
222 company
g 33 2 @
o g_ =
¢ as + +
2
: ¢ | |
v 2
L ©
s .E § N —_— .
% 59 L) 3
g o E Product life-cycle Process support
2 '; H service, e.g. service, e.g.
2 = § delivery of industrial |Energy efficiency audit
o cables, inspection of for a commercial
@ an ATM i building

Service oriented toward Service oriented toward
the suppliers good  the customers process

Service recipient

T s Ban D KB, R O72DIZFHEOY — CANBEOMEBIE LT o7z, B LLT W
O, D Tk E 7% D % Wi T & EMEI OB iE Oft— 2 X4 - 72,

F—1 @ BRI XENH—ERAEO
[N 2—=8—= =] L) EIg 2 HR L7z,

& 512 Ulaga and Reinartz (2011) (X, 7 1 /%
YT OBEICV L, &¥ofSir—1
AT 2ATAICEC 2, The b —E R
DINT F =<2 ANZEL L) MIEIREOA
B R 59—V AR T + — 5 A,
FNEBFEETO XA T =N AT HD, &
W) TRILY MY 7 ARSI OERE A E I
2o Thbb, H—VY2FHIENTS O H#L
WmIATHA V- RE @ FTukAY
F— M-V X, =27+ —< A

N¥5, @ BEMHFERLF—LRL, @ Fut
AR - R, ThHhbH,

NSO =LYy A4 ¥—1 a rOEHER
(&, EEN & 2FE, B X OB R — Y AN
KEFHPEFRLLL0O0, FOWEY 2233k
KR ZZHIZE—EOHEPELH D, &K
N—ABERORE LT T 5H 2 LA S
Nb, Thbb, BEER—-AHFHIZLIUL, &
I ENZIMBOREOREZHTA L, WA
B2 %7 5 (Barney, 1991) 0 % < OG5 H Wik
WCERHTERW2D, FIC X DHIEORNIE
WAEGRDA Ny 7 L7z BIROMES & R
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A ¥ — FIZHl# &5 (Collis & Montgomery,
2005), F—E & ¥ - 3 VEREOERIZDH
20, BESEORETAEIELERT), BLU
P72 BRSO F L % % (e.g. Gebauer,
Paiola, & Edvardsson, 2012 ; Story, Raddats, Bur-
ton, Zolkiewski, & Baines, 2017) O T»H 5,

DUFTiE, W3 o (b) (o) (d) (RSNt
FORRD %, =¥y 4 ¥— 3 VKO
FAER L W7 L, BLEREDIER OISR Y
var (ETORRO) 75 ERBADENE
BATOMIRICH 2 AN FE 2/ (GRFAELE)
g ho D DOHEMEOFERIEAEIL T I
D =2|2%# T & % (Raddats & Easingwood,
2010)

—oHIE, BFEELRDOERICENEE
SRS, HEEOBRMIREED X ULz 5%
TTHILTHD, HlZIE, BRI L2 HMIG
MEREILT 572012, EEORKR =— X1
EbETCT 72N A= 2T 7 F2—
= 7L, BEBOERY — & A NiE % fF
FImzZ % HEHIAEF 55 (Matthyssens &
Vandenbempt, 2008) .

DX HEIERAITICBWT, TSI
b 07 <, EEAEOMMERSIIRAKLE L
THEBIELZTWLIOT, BICERLTEE
IR LRSS BN DIFRR & 0 b, WD D
DI, ¥—EANFLHPEOILRIZE %) 4
HKEHERMOMRETH 5. HIZIE, FHET—
CAHPH O, ART 8= DT, FEMIE
BNV —= > 7 OBERINC X 2 I EARFEZD
RS E U B T2 50

M3 @ (b) () (d) RSNz 25 @D~
DEIEFATIZ, COBRERICHEHASNL, £
LC, ¥—=¥A-F3IF+»b-uvv s (SDL)
DERIZEDWTHIITIUL, 0BG II0E3E
HOHBREAZAF VO L) Bt T v FEFEY b

8) * X7 F&JR (operand resources) (X, %F
B EEDITON D 72D ENERT S
BROZ EThHD, WML EOWEN L&

(64)

VETH D05, BHFEMOFRIEDH < TR
EBNANRT Y NERE (B ZHb. The
Z, COBOEBGEIROE L 7 2 5881, HHE
BTy X FIF v b-uyv s (GDL)Y
|2 & % (Vargo & Lusch, 2004 ; Raddats & Eas-
ingwood, 2010) o

ORI, BAEREEDOERE T a2,
% & OBIGRMERESE & W7 B E - e oS
WKERZEZLETHD, KFE3ID () (c)(d)
IRENTZ D 95 B ~OHBEFEITIE Z DR
FRHEEH SN B, — RIS, BB SE TR
DFE, R, EEERENL =2 DX
) IR —C AR L, FEEORMERIER
FRL—var7ub ARBERICERLTET
HbH (RIRD)o HLT, RIEG Okt —
E2I2BWT, BEMEIIHMORET — A
T THR, SHIC—RERAATHEED F
L= 3y 70 A0HR— 247w, BHED
HIHTAMEL I T FNA A% LD
9 % (Gebauer, 2008 ; Matthyssens & Vanden-

ET, A, #Y, ARZLOTHL, +X7
~ M&JE (operant resources) ¥, AEAYIZA
FEDVATON L0 EDNITLEREDOZ &ET
b MEIMERT 2 HVHEE L EEOEFET
FLYVRAFNBEDZ L TH L, I, &
1y, MRS DTH 5D, HLEE, HARY—7
TAYTEREZMR =T TA YT T T
L 22013 REEEH (p.16) L DTIH.

9 v X-F3IF+rb (GD) T¥v2s (goods
dominant logic) X, 7 v X (FE# ) 04
PEE MR E YR AB X URFEFEO EERHL
HREWADEZFHThDL, TNEMILTHE
AHE, Y—¥A- FIF¥ P (SD) oYy
2 (service dominant logic) Td %, S-D T v
7%, IRTCOFFEH 2 - AL L TR
Z, @ =AW IEARN I, @
HXEIMEDLAE, @ FTOREHNS
L OHAWMBRESERREE, @ lifEixwE
2R & o TR A BLR S 19 12 HI T
END, W) ADORMNSE TN D, FEM
{22\ C Lusch and Vargo (2014) A7 L\,



bempt, 2008 ; Raddats & Easingwood, 2010) o

ZO2%BROF T 7)) »r (B —ER)
DEVZERE L TWD, TbbEREIHEIL,
GDL OFEBIZES L DTHY, F—E R
BN E N DT E v, ® LT, #
FHOLZ (31X SDL OFEBIZEE Y, FEDF
RV =33 YRIFEEEO L7201 — E AR
A7) CENREEREL A2 SN, RIR
O 2 5HHRR G ~OWIERITIZ BT, kD
BU5 TR 5 C X 2% & OB MRS, &)
b OBEAFEIR & BB R OF AR A
BV, R A&z g 72012, B
QO EIR LRI TIE D IR L 21
Bl labo TDIW, FIzHER LR OER
MPEE ), BEEOBEMFRE L) —Ei
L3 5 PP EEREIKROONSL, 22T
VI ERERED E LTI, AL =3
Vb D T — & O L S RE VAT %
A LRI 5880, —EREETORN R E
W#% z 515 (Ulaga & Reinartz, 2011), ¥ 72,
DY —EAHPDILRIZ E b 2 ) FEH ORI
W, 3K LR & DOBRE HLG X — 2 5 kR
17 BAARPENR = ZANORATICHE 2 20 5 2 &
& 7% 0 (Oliva & Kallenberg, 2003), #1912
B BEE~OEILS BRI 22590

P4 42, Vargo and Lusch (2004) Difias %
5% 51 ZoMOEKEATIEGDL 25
SDL D TH %, HERIEIZ L LHFE
L ORESAH, WTIZHRT v FER% 7 312,
F T2 MEFEEERUGH L T pIieF
L, PERMEICHE L offh &L o< 0 id)E
T5, TLTEIFTL LK, BFEOEGVH
KETFIUL, ZON=FLVIHTERELRD,
FFEAN ORI R 2 T 2 =7 — 2 3 YR »
7 { 7% (Alghisi & Saccani, 2015) o

Z LT, =2 HOESILHEIL, Bt &
OMAEEFERARTHABLER T L L, K
LRRNOEBIZNHZ2ELZETHDE, Z0H
#ix, FIZKFE3IO (b)) () RSNz @

P DN, HENIEQ DL D NDOEIEEAT
W SN L, MBS THERT L E, @ ik
WA+ 7y a>0F—EAHEHMIZ S SIHAL
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