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Abstract: The last decade has witnessed a substantial shift in emphasis on the part of many 
firms from a focus on the products they produce to a concentration on their customers and the 
value that their customers derive from ownership and use of these products. This “customer-
centric” perspective is correlated with the blurring of the line between products and services. 
Many companies that historically have competed by positioning themselves as manufacturers 
of cutting edge, high-technology products have shifted their competitive strategy towards 
providing solutions that generate value for their customers. In fact, today, most firms would 
describe their output as a bundle of goods and services and are seeing significant growth in the 
proportion of their revenue derived from services. For example, in 2001, maintenance servicing 
was responsible for over $5 billion of IBM’s revenues. A recent survey by AMR, (Bijesse et al 
[2002]), puts this percentage at 24 percent with many traditional manufacturing firms at over 
50 percent and climbing, as reported in a recent Wharton-Stanford conference on the after-
sales service industry. Not surprisingly, therefore, companies are beginning to direct their focus 
on their service supply chains, which I define as the network of resources that include the 
appropriate material, people and infrastructure required to deliver customer value.  
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