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Service Dominant Business / Athlon Case Study - ESCF



In a Nutshell



      



Founded in 1969 100% subsidiary of the Rabobank Group Worldwide network More than 5,400 FTE Operational in 36 countries New offices in Turkey and India in 2013 Financials over 2013: – Managed portfolio EUR 31.5 billion – Net profit EUR 402 million
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A Global Network



Netherlands, Belgium, Founded Luxembourg Germany



United Kingdom



France



Italy



Ireland



Spain



Poland



Denmark, Finland, Brazil, Sweden, United Switzerland States



Canada



Austria



Norway, Mexico, South Korea, Australia, New Zealand, Singapore Japan



China, Argentina, Russia



Romania



Hungary South Africa Portugal Chili



1969 1987 1988 1989 1990 1991 1992 1995 1996 1997 1998 2000 2001 2002 2004 2005 2006 2007 2008 2009 2
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You might know…
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Impressions of Athlon Car Lease Purchased almost 21.000 cars in 2013, worth approximately 500 million Arranged for maintenance 364.000 times, spending about 95 million



Handled almost 177.000 traffic fines, for a value of nearly 13 million (72 € avg) Handled 54.000 cases of damage, worth 32 million (600€ avg)
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From a Goods- to Service-Dominant Business Paradigm
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What will happen to an Asset-Based Company in a Service Dominant Future?
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Mobility Services
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√
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Who is your Customer? What is the Value Proposition and the Experience you want to offer!
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Different user groups Mobility Services
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Willem - Jan van den Heuvel



His team
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Flexibility



$
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Athlon Mobility Consultancy
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Mobility Consultancy



Mobility Concept Development



Mobility Concept Implementation
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Erik



17



Service Dominant Business / Athlon Case Study - ESCF



18



Service Dominant Business / Athlon Case Study - ESCF



What are exactly Athlon’s Services? This was experienced in a first research project
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√ √ 20
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Business services



Attributes



21



Service Dominant Business / Athlon Case Study - ESCF



Tool
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Can we demonstrate the strength of combining Services into a Service Composition? This was prototyped in a second research project



23



Service Dominant Business / Athlon Case Study - ESCF



√ √



√ √ 24
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Detailled Business Model Canvas Key partners - Consultancy partners To recommend the Mobility solution to possible customers - Athlon Car Lease Supplies lease cars for the longer term - Snappcar Car sharing company - Car Rental Supplies cars for the short term - Public Transport Makes transport and work possible at the same time - Bike provider Can provide transport for the very short distance (especially in urban area’s) - Flex-centre Removes the need mobility by working close to the current location - XXIMO Payment service to flexibly access mobility providers



Key activities



Value proposition



- Orchestrate the mobility solutions with the service partners - Take care of administrative actions like billing



- Deliver a convenient, flexible mobility solution. Provide the business customers with a onestop shop for all of their mobility needs.



Customer relationships - The customer expects Athlon Mobility to be the contact for all of his/her mobility needs. - Soft Lock-in due to one stop shop convenience. Other services outside this concept may be used by the customer, but the expectation is that employees will prefer the ease of this concept and not look further.



Key resources



- All flexible mobility options are accessible for customers through an information systeml



Cost structure - The largest parts of the costs are variable, these are the fees to the service providers. Through economies of scale these costs can be reduced. The expected most expensive fees are the ones associated with long-term leasecars. With all the experience and competences of Athlon, this is done in-house to further be cost efficient. - Another possible expensive fee is the one associated with the XXIMO card. This depends on the popularity of the card. When this card is largely used, these costs can become really significant.



Customer segments - Other businesses with mobility needs. This is a mass-market customer target group and allows development of economies of scale.



Channels - Current Salesforce, Current Athlon Lease customers can be targeted to switch to Athlon Mobility. - Consultancy companies Can recommend the Mobility solution to possible customers



Revenue streams - There is only one mayor revenue stream; the fees paid by the customers to use the mobility solution. The revenue from the service providers will also flow through Athlon. - Customers currently pay different service providers for their services. Athlon wants to deliver all mobility needs. The price of this solution can be higher than the sum of the parts, thanks to the convenience gained. The costs are variable and dependent on the actual usage of the customer. There will be an additional fixed fee for the usage of the mobility system. It turns out that customers would like a fixed fee per km. Athlon has researched this possibility, but it turns out that this is not feasible at this moment in time.



Text
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And now high over … Key partners



Service Suppliers



Consultancy Partners



Key activities



Orchestrating



Value proposition



Customer relationships



Athlon is customer’s contact for all mobility needs



One-stop shop solution



Key resources



Customer segments



All businesses with mobility needs



Channels



Salesforce



Web-portal



Consultancy partners Cost structure



Supplier’s fee



Revenue streams



Text Fee
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Service compositions



Remarketing



Business



Can we … ?



RMT Financial Lease



Can we combine DLL’s Financial Lease proposition with Athlon’s asset management expertises, like RMT and Remarketing, resulting in an extended product proposition on DLL side and additional turnover? 27
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… or can we … ?



RMT Consumer



Finance Car purchase



Can we combine Athlon’s Buying power with Freo’s Consumer Finance power, in combination with Athlon’s Repair and Maintenance expertise, resulting in a happy, carefree, mobile and financed consumer? 28
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… or can we … ?



Flex Office Travel card



Member Train



Rental car Lease car



Can we combine different types of mobility for our own members and let these members choose for themselves, how and when to travel, in combination with a mobility budget, resulting in a reduction of CO2 emissions and thus a greener way of travelling ? 29



Service Dominant Business / Athlon Case Study - ESCF



the Prototype  Services are to be combined into a Service Composition – aiming for a special group of customers – coherence between services – logical order of execution – costs and benefits – managing the impact on accounting, billing, etc.  Orchestration was done in a Business Process Management tool, the tool Bizagi was used to visualize this orchestration.



 No production systems were harmed during the making of this demo. 30
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Prototype context
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Prototype context
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Findings and conclusions  The BPM tool defines and runs the Service Composition, in terms of: – – – – – –



Who is the customer (and where is the customer managed) Which services are offered (and who is offering these) Which customer has used which services (transaction log) Which costs are related to a service ? What is the return on a service ? Who is billing the customer or are services directly paid for ?



 Characteristics for the BPM tool: – Orchestrator, information broker, gatekeeper, relationship manager – Fully aware of all available services, fully aware of process state – Able to model service and non service driven business processes 33



Service Dominant Business / Athlon Case Study - ESCF



Findings and conclusions  A Service Dominant strategy is best based on environments where Customers, Assets and Contracts have independent lifecycles. – Allows the linking of asset related services that resides within Athlon to customers or contracts that are managed elsewhere – The BPM tool relates between customers, assets and contracts, from a service composition point of view, keeping full state.



 Some Business Capabilities hardly/don’t require Service Dominancy – Business Capabilities like Finance Management or Billing and Collection may be considered as internal processes. – Other Business Capabilities will fit perfectly in such a strategy, e.g. Credit. 34
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Can we combine the concept with actual systems? And how will that look like, architecturally ?



35



Service Dominant Business / Athlon Case Study - ESCF



The plan this time… Design an architecture for De Lage Landen, which will be a blueprint for the organization of automated systems and processes, that will support agility and service-dominant businesses. In scope is a prototype of the Service Composition layer, that will connect internal and possible external services, coupling them to existing back-end systems. Automatic connection with a service catalogue has also to be taken into account.
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Big Picture Enterprise Current landscape
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Characteristics



 Customers, contracts and assets tightly related in a monolithic system, that handles contract management and others.  Asset related services operate only in the context of a leasing contract.  Many relations with external providers.  Many interfaces, both internal and external.  Technology debt.
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Characteristics



   



Service Oriented Architecture Distinctive Business Capabilities have distinctive business owners Designed for agility, where needed Sound foundation for the concepts of Service Dominant Business models.
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Question time !???!



40
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