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Service Dominant Logic (SDL)

Factory Customer Interaction
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Creation



Digitialization of processes
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Adapted from: R. Obermaier, Industrie 4.0 als unternehmerische Gestaltungsaufgabe, Springer, 2016.



Understanding the needs along the customer
journey

Osterwalder et al. 2014



The Shift to new Services

Traditional Service-
Models Bring into service, maintenance, repair, spare parts  

New Service-Models
Consulting, customization, condition monitoring, predictive 
maintenance, performance optimization

Based on: https://www.bak-economics.com/fileadmin/documents/reports/bakbasel_deloitte_wachstumschancen.pdf

Roughly half of the companies consider this shift important

Data-specific 

Challenges!



Uncertainty in Service Operations
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From Data to Wisdom
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Managing Equipment by Processes

Equipment Maintenance
Resources



From Equipment Condition to the
Shop Floor Decision
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Equipment vs. Process Twin
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Zürcher Fachhochschule

Building and Applying the Prediction Models

45

Source: F. Provost, T. Fawcett, Data Science for Business: What you need to know about data mining and data-analytic thinking, O‘Reilly, 2013.

Building the model

Applying the model

Technical Modelling Approaches

System 
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Case

Supported Beneficaries:

• Dispatch Manager

• MRO Manager 

• Service Engineer 

• Owner



Save-the-Date

http://www.perspektiven-i40.ch/

2. Juni 21, Winterthur



ZHAW Plattform Industrie 4.0

https://www.zhaw.ch/de/engineering/forschung/plattformen/industrie-40/

Connect things and
capture data

Storage and

processing

Data analytics:
Create insights and value

Take action:

Implement services
and processes

Business

Case

Industrie 4.0 bricht bestehende 
Wertschöpfungsketten auf und 
verändert ganze Wirtschaftszweige. 
Die erfolgreiche Umsetzung neuer 
Geschäftsmodelle erfordert 
Kompetenzen aus verschiedenen 
Fachbereichen.

Die ZHAW School of Engineering 
hat deshalb ihre Expertise im 
Bereich Industrie 4.0 gebündelt und 
kombiniert Know-how auf 
verschiedenen Gebieten zu einer 
ganzheitlichen Anwendung.
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For further information on smart 
service engineering (see alse
below „Featured“)


