
For some basic systems are in place and the need is to move to next step to evolve 
your business and capture new market. Below is a solution map for after sales 
business. The automation and linking of the information points between all business 
processes is filled with risk and potential rewards. They should be clearly selected 
and implementation monitored over a period of time to get the reap reward (cus-
tomer satisfaction). Aftermarket systems data also need to be linked to the produc-
tions systems (ERP) and financial systems to complete the full integration of data.

For example, one midsize industrial-products manufacturer, for example, is decid-
ing whether to rent products, start a mobile repair service, and offer service con-
tracts and extended warranties—all as a result of insights gleaned from the com-
pany’s service network.

				    Figure: After Sales Solution Map

Today the IT investments for companies are generally concentrated in business 
process automation (production side) and sales/ marketing improvement. Service 
side of business is underinvested resulting in the imbalance in service provided to 
the customers. It is estimated that 4-5 times of IT spending is made on delivering 
product as on delivering services. It has become imperative for companies to look 
at their IT spending and balance the investment to improve competitiveness and 
customer satisfaction.

Across industries the service business contributes to 20%-30% of revenue, but the 
profit is disproportionately earned at 45%-50% as compared to 55%-50% from new 
product. Any increase in service revenue even marginally (10%) and reduction in 
cost (10%) can increase the profit from aftersale business by approximately 40%. 
It is these figures along with the other competitive benefits that justify the required 
investment in service part of business. 

The choice is clear-cut – focusing and investing on service business can dramati-
cally improve profitability and bottom line driving customer loyalty while gaining 
competitive advantages.
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