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The Servitisation Revolution
Over the past decade, our economy has 
undergone a significant transformation. Where 
manufacturing companies traditionally only 
sold products, they have been offering more 
and more services as well. This shift has been 
termed ‘servitisation’ and it is already visible in 
our daily lives. Purchasing movies and music 
has become increasingly rare, as companies 
such as Netflix and Spotify provide access to 
a vast library of entertainment. Software has 
moved away from one-time purchases in favour 
of a SaaS model (Software as a Service) with 
products like Slack, Zoom, Adobe Creative Cloud 
and Microsoft Office 365.  

But servitisation can be found in more 
unexpected sectors as well. As early as 1962, 
Rolls-Royce introduced ‘Power-by-the-Hour,’ 
where customers paid a fixed fee per flying hour 
rather than purchasing jet engines outright.1 
Xerox has started a pay-per-print model, 
allowing offices to pay for printer use instead of 
buying the machines. And Aebi Schmidt offers 
‘snow-free kilometres’ to city governments 
instead of selling snow plow machines.

1 https://www.rolls-royce.com/media/press-releases-archive/yr-2012/121030-the-hour.aspx
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This shift from products to services represents a fundamental change in the 
relationship between manufacturers and customers. In the traditional sales 
model, manufacturers and customers have different interests. Manufacturers 
need to sell products to succeed and customers want to get value out of that 
product. The power of servitisation is that it closely aligns those interests as it 
shifts the focus from product (engines, printers and snow plow machines) to 
value (hours of flight, printed documents and snow-free roads). In doing so, it 
gives both parties a shared definition of success and places greater emphasis  
on continued customer satisfaction and long-term relationships.

IGS GeboJagema recognises the transformative power of servitisation in today’s 
market and is committed to being an early adopter of this innovative approach. 
In response to evolving market conditions, we are proactively shifting towards a 
servitisation model to further align with our customers’ needs and to help them 
stay ahead in a competitive market. Through this forward-thinking strategy, IGS 
GeboJagema is poised to strengthen long-term partnerships based on trust and 
shared success.

This white paper discusses our vision for servitisation and the roadmap to 
realising it in the high-precision injection mould market.
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The four levels of servitisation
In the simplest terms, servitisation is the process of offering services alongside 
products to create added value. There are four levels of servitisation, each 
representing a deeper integration of services into a company’s business model 
and shifting the focus from product to customer value.

1. Services as a Guarantee
 
At the first level, companies offer products  
with minimal or no additional services. 

The focus is on the product itself, and any services provided typically consist of 
standard warranties or basic after-sales support. For example, a manufacturer 
sells industrial machinery with a standard one-year warranty covering 
any necessary repairs or replacements and offers customer support for 
troubleshooting issues. The primary goal at this level is to ensure the product 
operates as expected on delivery and to address any issues that may arise 
post-purchase. It is a reactive approach that focuses on overcoming customer 
disappointments and ensuring product reliability.

In the injection mould industry, offering basic services such as spare parts, 
product manuals, and break-fix repairs ensures that customers have the 
essentials to keep their moulds operational. However, without additional 
support like preventive maintenance or performance optimisation, customers 
might experience more frequent downtime and incur higher costs in the long 
run. While this level of service seems simpler and cost-effective initially, it is 
challenging for customers to sustain high levels of productivity and efficiency.
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2. Services as an Add-On
 
The second level involves additional services that support the customer 
and enhance the product’s functionality and usability.  
 
For example, IGS GeboJagema provides feasibility studies, mould validations, 
in-depth documentation of optimal process settings, factory acceptance tests, 
start-up training, and service level agreements. Post-purchase, we also offer 
customised warranties and refurbishments.

In recent years, IGS GeboJagema has also started handling preventive 
maintenance for an increasing number of customers. Aside from the overall 
goal of creating a frictionless customer experience, our main objective with this 
additional offering is to maintain optimal product performance and to minimise 
our customers’ total cost of ownership. Mould cycle time can increase over time, 
as gases within the mould create a film on the inside, slowing down slide actions 
or making stripper plates stick together. Regular deep cleanings maintain the 
original cycle time to ensure optimal productivity. Also, by regularly servicing a 
mould, our experts can detect any possible issues caused by operator error or 
other external factors in the earliest stages, when they are still easy and cost-
efficient to resolve. 

The costs associated with preventive maintenance might be seen as a downside. 
However, this service reduces the total cost of ownership by keeping productivity 
high, minimising repair costs, extending mould longevity, and preventing 
unplanned and unnecessary downtime and repairs.

Of course, preventive maintenance requires more coordination between 
customer and tool maker. This is one of the reasons why IGS GeboJagema 
opened a new facility in the United States, IGS Peachtree City, in 2023. It allows 
us to support our North American clients more quickly and cost-effectively 
throughout the lifetime of their mould, just as we do for our European clients.
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3. Services as a Business Model 
 
At the third level, services become a central part of the relationship 
between mould maker and customer.   
 
The shift from product to value is more pronounced here, as IGS GeboJagema 
will leverage data to help customers further reduce their total cost of ownership 
and enhance productivity. Using sensors and IoT platforms, we will be able to 
monitor mould performance and detect any issues or optimisation opportunities 
as soon as possible. 

Maintenance will no longer be scheduled at fixed intervals, such as after a certain 
number of shots. Instead, service will shift from preventive to fully predictive 
maintenance, with data indicating the optimal moment to perform maintenance. 
If data indicates maintenance is needed earlier than expected, we prevent 
downtime later. Conversely, if data shows maintenance can be delayed, we 
reduce maintenance costs and improve Overall Equipment Effectiveness (OEE). 
In both cases, this leads to increased output and a lower total cost of ownership 
for the customer.

4. Services as the Business  
 
On the fourth and most advanced level, the shift from product to value has 
been completed. Customers no longer purchase products, but services.  
 
Mould makers take full responsibility for the manufacturing and operational 
aspects of their moulds, possibly with on-site operators, focused on optimising 
output and ensuring continuous performance. This stage represents a fully 
proactive approach, with mould makers providing a seamless, integrated solution 
based on a pay-per-use model. Similar to Rolls-Royce’s ‘Power-by-the-Hour’ 
and Xerox’s pay-per-print model, this approach allows customers to pay for the 
actual value received, ensuring cost-efficiency and maximising productivity. This 
ultimate level of servitisation exemplifies the complete transition from selling 
products to delivering value.
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The road towards greater servitisation
IGS GeboJagema believes servitisation is the key towards better results, both 
for customers and manufacturers. For manufacturers, it leads to greater 
stability with more predictable revenue and long-term partnerships. Benefits 
for customers include a lower total cost of ownership, a hassle-free experience, 
optimal OEE (Overall Equipment Effectiveness) and of course high-quality 
products. These advantages make servitisation a perfect fit with our company, 
considering our dedication to unrivalled quality and cutting-edge innovation.

Our development towards the higher levels of servitisation will not be an 
overnight process though. Succeeding at any of these levels requires a solid 
foundation in the previous one. Nonetheless, our direction is clear, and we will 
continue to invest heavily in developing our service offering in close collaboration 
with our customer base. 

This journey also necessitates a mindset change from our customers. While 
many are already focused on OEE improvements, embracing servitisation means 
allowing the mould manufacturer insight into their data and opening their 
facilities to on-site operators from the toolmaker. But by working more closely 
together in this manner, we can achieve significantly greater efficiency and 
deliver the best possible, market-leading solutions that enable our customers to 
succeed and excel.
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