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% Where are we? The Lombardy Region

= Lombardy is situated in the heart of Europe, in the northern part of
Italy.

= The territory extends over a total surface area of 23.863 square
kilometres.

= It is the Italian region that has the highest concentration of people,
businesses and wealth: it represents 15,6% of the overall national
population with approximately 9,3 million inhabitants.

= The Lombardy economy represents one-fifth of the Italian one, with
a GDP of 270 billion Euros and a GDP per inhabitant of 29.525 Euros.

= The contribution made to the regional economy by the industry is
almost 36%, while services represent approximately 62% and
agriculture totals 2,1%. ST
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http://en.wikipedia.org/wiki/Image:Italy_Regions_Lombardy_Map.png
http://www.google.it/imgres?imgurl=http://www.solaritalia.com/italia/impianti_fotovoltaici_lombardia/impianti_fotovoltaici_Lombardia_Milano_Bergamo_Brescia_Como_Cremona_Lecco_Lodi_Mantova_Pavia_Sondrio_Varese.gif&imgrefurl=http://www.solaritalia.com/italia/Lombardia.htm&usg=__pCJGmilHVyQxmubMNbBwWFI3FMY=&h=355&w=377&sz=9&hl=it&start=1&um=1&itbs=1&tbnid=SpuXJb8-SyEooM:&tbnh=115&tbnw=122&prev=/images?q=lombardia&um=1&hl=it&sa=X&rlz=1T4SUNC_itIT366IT366&tbs=isch:1
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University of Bergamo — Facts & Figures

CELS

6 Faculties
15 BA courses
17 MA courses

1 Full cycle course (MA+BA, 5 years)
11 Specialzation courses

12 Departments
5 Research and Education Centres
14 PhD’s

339 Professors and Hesearchers
231 Members of the Technical and Administrative Staff
182 PhD students

41 Research Fellows

15,415 Enrolled students
4,404 Newly enrolled students (1st year)
1,735 BA graduates
468 MA graduates
14 Graduates in the full cycle course
91 Graduates according to the former university system
107 Erasmus grants for studying abroad
200 Incoming foreign Erasmus students

7.194 Available seats in the lecture halls
275 Avallable seats in the libraries
502 Available seats in the canteens
159 Available bedrooms in residential halls
428 PC workspaces
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Master degree in Service Management
CEls  Enginnering

Service Chain Management

Innovation Management

Project Management

Welfare and Market Regulation
Transportation Economics and Management
Service Marketing

Service Economics

Software Engineering / ICT Service Management
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Dcas Internationalization program

The International program at UNIBG:

e Three MSc programs entirely taught
in English:
e Tourism Management

e Business Administration

e Managerial Engineering
® 14 Ph.D. programs taught i
ntly 5%)
yrofessors from 15

e Growing percentage o
* Operations Management

o Interngtlonal.facul.ty, « Supply and Service Chain
countries actively invo Management

e Flexible terms for visit
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CELS Research Team

CELS
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The three pillars of CELS

CELS

Supply Chain

Management

Demand planning
Capacity planning
Risk management in
supply chains

Business reference
models & PMS for SCs

Role of IT & embedded
technologies in SCs

Service engineering
Service logistics

Sustainability and
servitization

Business reference
models & PMS for
service chains

Industrial Asset

Management

Maintenance strategies
Maintenance
engineering
Prognostics

Maintenance related
services
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The three pillars of CELS

CELS

= Service engineering
= Service logistics

= Sustainability and
servitization

®= Business reference
models & PMS for
service chains
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D> Service Lab
CELS

We are setting up a Service Lab at the Engineering Campus of the
University of Bergamo, located in Dalmine (BG)

The main activities carried out in the Lab are:
- Research projects

- Master students and PhD theses

- Industrial projects
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% The manufacturing context

To survive manufacturing firms

Tededed can rarely remain s pure

Innovation of technology
Globalisation
Industrialisation of emerging economies
Fierce competitive pressure
New customers’ needs

...they have to move beyond manufacturing
and offer services and solutions, delivered
through their products.
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The expected benefits
1. Economic rationale

Profitability of services
Stability of service revenues
along the entire product
lifecycle

2. Competitive rationale

Differentiation
Lock in customers and lock
out competitors
New customer needs
3. Environmental rationale
= Dematerialization
(functional economy)

istics and Service Operations
br Higher Education and Research”
CELS
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http://www.ikea.com/ms/it_IT/customer_service/servizi/cataloghi_e_brochure/index.html
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CELS

How to make services pay off?
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% The Product-Service research framework

SERVITIZATION

a N

PSS PSS PSS
Engineering Operations

Business Model

- /

—————

STAKEHOLDERS
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DC>ELS The Product-Service research framework

SERVITIZATION

a N

PSS PSS PSS
Engineering Operations

Business Model

o /
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> The servitization continuum
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% The Product-Service research framework

PSS
\ Business Model
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> PSS Business Model
CELS

Company
culture
Key Value Customer

Activities Proposition Relationships CEO & top
——r— management PS strategy
a ag'e € communication
; commitment
Koy Y —
Partners / -
) : Information
Capabilities sharing and
coordination
~. = €
p G \ = Performance .
/ s \ \f measurement Information

system system

Customer needs
Costs Key Revenue interpretation
Resources Channels

drawings by JAM

[Osterwalder and Pigneur, 2010]

Identification of the constituent elements of a PSS and the relationships
among them in order to develop a framework that helps companies to
become a product-service provider

“Best Practices for EU Service Interoperability. Challenges for Higher Education and Research”
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% The Product-Service research framework

~

PSS
Operations

/
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PSS Operations
Cels  Process optimisation & Measurement

1. The methodological approach

2a. Static analysis: Monitoring & controlling results
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% The Product-Service research framework

-~

PSS
Engineering

-
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Service Engineering
Ceis Manufacturing point of view

Manufacturing companies adopt approaches based
on a traditional engineering perspective to design
and develop their integrated solutions.

Adopt intuitive processes and methods

Engineer the “tangible” part . W
& & P to develop the “intangible” elements

— The value
obtained is not
L 1 .
optimised
“Something methodologically and “Something rudimentally developed”

systematically approached”
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% Research Framework

Simulation model Simulation model
development analysis

IDEA - Customers and Service provision processes analysis
service selection
VALUE PROCESS

Service Blueprinting
map

Customer analysis

Functional Model

Service categories

Blueprinting - Value
link
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Service Relevance

Research Grant (2013) : Engineering And
Assessing Condition Based Maintenance Product
Service Solutions
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ProSSalLiC - Mobility EC Founded Project

CELS

Product-Service System
L across Life Cycle
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University of Florence, Italy
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Industrial and Research collaborations

ASAP Service Management Forum
4 N

To promote service culture and excellence of the
service management by means of research,
practice, education and technological transfer

< )

7’

ASAP SMF
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% ASAP SMF — Consortium
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BERGAMO

Citta dei Mille

Hope to see you in Bergamo!


http://www.zaniviaggi.it/tour/dettaglio.asp?id_offerta_catalogo=406
http://www.zaniviaggi.it/tour/dettaglio.asp?id_offerta_catalogo=406
http://www.provincia.bergamo.it/ProvBgSettori/provBgSettoriHomePageProcess.jsp?page=&myAction=&folderID=150169&notiziaID=51931
http://www.provincia.bergamo.it/ProvBgSettori/provBgSettoriHomePageProcess.jsp?page=&myAction=&folderID=150169&notiziaID=51931
http://www.lerondinibergamo.it/bergamo-alta/
http://www.lerondinibergamo.it/bergamo-alta/

CELS

Thank you for your attention !

Giuditta Pezzotta
Giuditta.pezzotta@unibg.it

Paolo Gaiardelli

paolo.gaiardelli@unibg.it

Research Centre on Logistics and After-Sales Service
University of Bergamo
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