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To study the organization, sectors and upcoming 
trends in the industry using design methodologies 
at Forbes Marshall to identify a sector that provides 
the potential for developing a sustainable service 
based business/platform and hence designing a 
solution that provides: a premium experience and 
value to the customers and competitive edge to the 
organization.

RealiseStage 1 Imagine Structure Explore

What plant needs?

Scenario Today

B2B Interactions

Mismatch in Values
Outcome:
Efforts are not being realised by customer

Outcome: 
Creating confusion in minds of customers and 
diluting the service

Usage of term ‘Audit’ in different contexts

Outcome: 
Forbes Marshall is confused while projecting one 
over other. Hinders in creating a focus for the 
company.

Marketing Activity v/s Charity v/s Service

What people want? What Forbes Marshall has?

Ensures a stable source of revenue.

B2B interactions are 
complex with multi 

layered involvements. 
The services should 

cater to the needs of all 
the layer and make it 

Inclusive of Plant & 
People

Services are produced along with the 
customer. There has to be a specialised 
and customer centric approach while 
offering services.

Global trend of shifting to the services by 
once the product matures and tend to 
become a commodity.

There has been a setback in rolling out 
services in the past although the 
customers were ready to pay.

The Forbes Marshall sales-man is the 
face/first point of contact of the 
company.

Expertise

Tangible Reliability

Intangible Reliability

Emerging Trends

Good to have provisions

Assistance

Avoide Congnitive Load

Certainty

Feelings Enhancement & Care

Responsibility Sharing

Engineers well versed with processes

Wide range of product expertise

Active R&D

Pan India Presence

Diverse Client Industries

The services today are for the health of 
the equipment which is heavily dependent 
on the manpower.

Understanding Services in B2B

Servitization: Reasons, Challenges and 
Types

Trends & Case Studies

Understanding Manufacturing Industry

Understding Forbes Marshall’s 
Business

Current Services in the Portfolio

Expectations from services & it’s future

Knowing responsibilities of the people

Journals,
Papers,
Articles
Company case studies (websites,etc)
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1-on-1 unstructured interviews
Informal conversations
Note taking
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People)

Understanding Customers (Plants & People)

Investigating about the services 
subscribed

Personal experiences and 
expectations

Expectations from services & Forbes 
Marshall Feedback

Customer Site Visits
Shadowing Sales Engineers
1-on-1 interviews
Word/Answer Associations
Journal Writing
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Company

Business 1
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Business 2

Person

Solutions
Provider

Selling High 
Quality 

Products

Selling Product
Projected Value Realized Value

Perceived Value

Consumed 
Value 
(Subconscious)

Forbes Marshall Customer
Product

Solution

Knowledge & 
Solutions Knowledge & 

Products

Importance of Factors while making 
sales

Maximize 
Sales

Enhanced 
knowledge 

because of FM 
Approach

Customers do not relate services with 
Forbes Marshall

Relationships in B2B are floating and 
multi layered: Company-Company, 
Company-Person, Person-Person.

Customers associate Good Quality, 
Trustworthy and Expensive with the 
brand.

Designing the Forbes Marshall service 
ecosystem and experience through a 
stage-wise servitization framework that 
will help customers recognize it as a 
service provider and help the company 
in smoother transition to services and 
creating experiences in future.

Aligning the company and customer 
mindset towards the services.

Service Ecosystem

Outcome: 
Makes it difficult to offer services

Mindset of the Service Provider and the Service 
Receiver

Imagine

Structure

Explore

RealizeStage 1

Stage 2

Stage 3

Forbes Marshall 
Evolution

Timeline

Forbes Marshall Service Realised Structured New ServicesGuidelines 
Applied

Base services 
around the 
provision of 
products Services start 

to transcend 
the scope of 
product health 
and provision. 
E.g Audit

Realisation that 
the services were 

disguise and there 
is a larger scope

R.I.S.E. Framework 
applied, all services 
transferred to new 
Structure with FM 
Service Guidelines, 
Customer Connect 
Vertical (CCV) . New 
services added as 
well.

CCV is connected 
with FM through 
the structure

Stage 4+

R.I.S.E. Framework re-
applied, The CCV becomes an 
independent Entity/Company 
whose focus is only customer 

guidelines.

Future Scope

Identify the current offerings and services 
and realize the potential in them through a 

service outlook and mindset.

Build vision for future and create guidelines 
of the FM Experience. What does FM service 

aim to deliver?

Undertake customer research and explore 
internal competencies for new offerings.

Secondary 
Research

Primary 
Research

Synthesis 
& Analysis
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Servitizing B2B Manufacturing

Transformation Strategy for Products to Services in Indian B2B Manufacturing

Redefined Brief

Brief
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R.I.S.E. Framework

Internal meetings and discussions on the 
scenario of services and decision to foray 
into services.

Aligning internal stakeholders with the 
companny vision for servitization.

Go ahead

Brainstorming 

Ideating on the guidelines

Creating a long term strategy for the 
offerings.

Setting Vision and Mission statements.

Re-arranging and designing the existing 
organizational structure.

Developing dedicated teams/verticals

Training the employees

Fixing the responsibilities and the 
ownerships

Creating scenarios

Customer Need-Mapping

Exploring possibilities of enhancing current 
offerings with services.

Incorporating the vision of earlier stages
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4.1 Major Findings

4.2 Ideations

4.2 Identifying the Gap

Create an organizational structure that 
caters the service offerings and unifies the 

experience. (Current & future service)

Creating a Customer Connect VerticalForbes Marshall 
Service Guidelines Canvas

Realising that the offerings today possess 
an opportunity for bringing in the 

services.

Re-Imagining Sales Activity
Benchmarking
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Stage 2 Stage 3 Stage 4

Product/Utility Oriented

Complexity

Plant Oriented
Guidance
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