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Four key points

 Service Infusion is a global phenomenon 
occurring across all industries

 Service infusion is not only relevant for 
manufacturing and technology companies

 Despite the trends, not all companies will be 
successful due to the significant challenges of 
this transition

 Fostering Service Infusion is a top research 
priority for academics  and business



3Copyright ASU Center for Services Leadership



Copyright ASU Center for Services Leadership 4

Any company that has not 

awakened to the fact that it must 
become a service business is in serious 
peril today.

Adapted from Allmendinger and Lombreglia

Harvard Business Review



Beyond Products
(or Transitioning from Products to Services)

This phenomenon goes by many labels . . .

 Service Infusion

 Service Transformation

 Moving from Products to Services

 Innovating Through Services

 Becoming a Solutions Provider

And, it is a global phenomenon

 Europe, Scandinavia, U.S., Asia . . . .

That is important to both business and academics
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CSL Member Companies

C:/Documents and Settings/Mary Jo/Local Settings/
http://www.oracle.com/index.html


CSL Member Companies

http://www.cardinal.com/index.asp
http://www.sap.com/index.asp
C:/Documents and Settings/Mary Jo/MKTGCOM/home/index.html
http://www.convatec.com/


Why Move to Services?

 Commoditization of products results in 
price and margin pressures 

 Customers are demanding services and 
solutions

 Services can provide platforms for 
profitability 

 Loyalty and customer satisfaction are 
often driven by services

 Service offerings can differentiate firms in 
highly competitive industries



Xerox’s Service Business –
Managing Documents Across the Enterprise
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Document Management (Digital & Paper) is core for all businesses.

Accounting

Enterprise

Information

Source: Xerox



What’s Happening in IT?
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Acquires Price Waterhouse 
Cooper (PWC)

Acquires Electronic Data 
Systems (EDS)

Acquires Perot Systems



Service infusion/transformation

is not just for manufacturing 
and high-technology industries



Companies across industries want to 
grow through services

 Retailers  

 Distributors

 Manufacturers

 Consumer Goods Companies

C:/Documents and Settings/mjbitner/Local Settings/
http://www.mrcleancarwash.com/index.html
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Growth and Profits 
Through Service Innovation

http://petshotel.petsmart.com/tour/index.shtml

http://petshotel.petsmart.com/tour/index.shtml


Not all companies will be 
successful in the transition.

What are the challenges?
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Challenges

 Cultural

 Sales Force

 Channel

 Competencies

to



Research Priorities Publications
Journal of Service Research, February 2010 CSL Business Report, February 2010

http://wpcarey.asu.edu/csl/knowledge/Research-Priorities.cfm



Research Priorities Framework
Pervasive Force: Leveraging Technology to Advance Service

Strategy 
Priorities 

Execution 
Priorities

Fostering Service
Infusion and Growth

Improving Well-Being 
through 

Transformative Service

Creating and Maintaining 
a Service Culture

Stimulating 
Service Innovation

Enhancing 
Service Design 

Optimizing 
Service Networks 
and Value Chains

Effectively Branding 
and Selling Services

Enhancing the Service 
Experience through

Cocreation

Measuring and
Optimizing the Value of

Service 

Development 
Priorities

Source:  Ostrom, et al., Journal of  Service Research, Feb 2010
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