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Consortium Project: Process Excellence 
in Service and Maintenance
Identification of value potentials and approaches for 
the more efficient design of your service or maintenance
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Kick-off-Meeting: 4th quartal 2021
 Smart Logistics Cluster on RWTH Aachen Campus

MANAGEMENT SUMMARY

Consortium Project: Process Excellence in Service and Maintenance

CHALLENGES
� High proportion of non-value-added non-productive time in the technical service department
� Lack of standardization of information fl ows
� Lack of continuous improvement of the processes
� Unclear monetization regarding digital technologies

Project Goals 
� Identifi cation of value potentials and approaches for a more effi cient design of service and maintenance
� Benchmarking of the service and maintenance process, identifi cation of weak points and derivation of best-practice approaches
� Application potential of digital tools to increase the value added by technical services and maintenance and reducing 

non-value-added non-productive time

Benefi ts as Project Partner 
� You bring your individual, concrete question and problem into the project.
� We analyze your process and point out concrete potential for improvement and strengths.
� We create a best-practice catalog with concrete approaches for optimizing your value creation.
� You receive the entire, detailed and high-quality project documentation with all fi gures, insights and improvement approaches.
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Identification of value potentials and approaches for more efficient 
design of service or maintenance. 

 � Benchmark your service and maintenance process against other top 
companies,

 � identification of weak points and potential for improvement,

 � derivation of best-practice approaches for:

 �  increasing the value added by technical service and maintenance,

 � reducing non-value-added non-productive time,

 � designing more efficient cooperation between stakeholders,

 � identification and development of approaches to exploit the potential 
of digital technologies in the maintenance and service process.

The Goal
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As a project partner, you are at the center of the  
consortium project.

 � You bring your individual, concrete question and problems into 
the project.

 � We analyze your process and point out concrete potential for 
improvement and strengths

 � We create a best-practice catalog with concrete approaches  
for optimizing your value creation.

 � We promote professional exchange between the project 
partners through regular meetings and workshops.

 � You receive the entire, detailed and high-quality project 
documentation with all figures, insights and improvement 
approaches.

Your added value
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YOUR ADDED VALUE: INCREASE PRODUCTIVITY

� Millions of euros are spent each year on technical service for 
the time of the company‘s own or external employees. This 
time is currently not being used ideally.

� The share of value added in technical service and maintenance 
is only 25 – 35 %¹. Over the year, up to 1,300 hours per 
employee are spent on non-value-added activities.

� Optimizing these working hours offers the potential to minimize 
your costs, be better prepared for the shortage of skilled 
workers, and relieve your staff from unnecessary bureaucracy.

� Currently, a large number of proven methods and concepts
are hardly used in maintenance. At the same time, new, 
digital technologies are opening up new ways to master 
old challenges.
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Shortage of skilled workers, global competition and much more

1 Wireman (2015), p. 308
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The procedure

Comparative framework: We create a comparative 
framework to make processes comparable between industries 
and identify best practices.

Pre-survey: We use a questionnaire survey to identify 
strengths and weaknesses within your organization.

Process analysis: Through an intensive workshop, we 
record the process parameters and validate best practice 
approaches.

Best-practice catalog: The identified approaches are  
cataloged and made applicable to your organization in the 
form of project profiles.
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PROCEDURE: PROCESS EXCELLENCE IN SERVICE AND MAINTENANCE

Procedure and Timeline of the Consortium Project

Phase 4Phase 3Phase 2Phase 1 Phase 5

Kick-Off-Meeting
(Q4 2021)

1 month 1 month 2 months 2 months1 month

1. Review-Meeting
(Q1 2022)

Dienstleistungsforum 2022 
(Q1 2022)

Final Meeting
(Q2 2022)

Draft Comparative Framework Pre-Survey Survey Workshops Best-Practice-Cataloging Workshops on Measures

Recording the requirements 
of the consortium partners

Definition of the comparison 
criteria and key figures

Definition and differentiation 
of the process under 
consideration

Questionnaire evaluation 
of the status quo at the 
locations and companies

Initial identification of 
best-practice approaches

Validation of the 
comparative framework

Conducting process 
surveys and maturity 
assessments

Data analysis of event data 
from the information 
systems

Validation and survey of 
best-practice approaches

Cataloging and design of the 
best-practice approaches

In-depth interviews on the 
best-practice approaches

Design of an individual roadmap 
at the request of the consortium 
partner

(optional) Participation in the 
25th Aachener Dienstleistungs-
forum on March 16 - 17, 2022
(optional) Implementation 

workshop including Preparation 
and review
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� As a plant operator, you will be qualifi ed 
to optimally support your maintenance and 
service processes, to reduce expenses and to 
counteract the shortage of skilled workers 
through effi ciency.

� As a machine and plant manufacturer 
and service provider, you will receive 
concrete suggestions for responding more 
effi ciently and effectively to the needs of 
your customers in line with your service 
and product portfolio.

Project Partner
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Maintenance Process

Service Process
Rout Planning

Offer

Order

Service Request

Receipt of Payment

Invoice

Service Respect Technical Completion

Documentation

Implementation

Last Minute
Risk Analysis

Work Preparation

Work Approach

Disposition

Requisition

Controlling

Commercial 
Completion

Best-practice approaches from different industries can be transferred and used with 
slight adaptations.

PROCESS FRAMEWORK: MAINTENANCE AND SERVICE PROCESS
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To be able to guarantee a successful project flow, we and you invest time 
in the project. 

 � Your personnel expenditure: min. 1-2 persons per partner

 � Kick-Off-Meeting, 1. Review-Meeting, 2. Review-Meeting:  
1 day each (Aachen / at partners / remote)

 � Dienstleistungsforum: 2 days (Aachen)

 � Survey workshop: 2-3 days at partner‘s site 

 � Workshops on measures: 1 day at partner‘s site 

 � Your financial expenditure: 30,000 € per partner*

Expenditure of the Project Partners

* Feel free to contact us to discuss company-specific payment 
terms to suit your budgeting process. 
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FAQ · FREQUENTLY ASKED QUESTIONS

Organizational Notes on the Consortium Project 

When does the
the project start?

What steps are necessary 
for participation?

Which companies will 
be involved as partners?

How will legal and 
compliance issues 
dealt with? 

Which process steps 
and key figures 
are considered?

 � The project start is scheduled for Q4 2021, a suitable date will be agreed with the 
partners so that each partner can be present.

 � As a first step, you should contact Florian Defèr or Maximilian Schacht directly to discuss 
the project and your motivation to participate. Afterwards, we will draw up a proposal 
that will lead to a contract between the FIR at RWTH Aachen University and you.

 � The consortium usually consists of large and medium-sized companies from different 
industries. Please feel free to contact us for the current status of the partners already 
participating.

 � The contract with FIR at RWTH Aachen University contains a regulation in the sense  
of a code of conduct. Should further regulations be necessary, we will deal with  
them individually. 

 � The first step is to create a common framework for comparison, which ensures that your 
individual challenges and questions are taken into account. How the delimitation and 
survey is designed is defined precisely in the project.

?
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Dipl.-Ing. Florian Defèr

Head of Research Unit Lean Services
Department Service Management
FIR e. V. at RWTH Aachen University

Email: Florian.Defer@fir.rwth-aachen.de
Phone.: +49 241 47705-233

Maximilian Schacht

Head of Competence-Center Services
FIR e. V. at RWTH Aachen University

Email: Maximilian.Schacht@fir.rwth-aachen.de
Phone: +49 241 47705-207

CONTACT




