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Service Leaders Summit Days 2021
Delivering an excellent service to everyone and

everywhere — during the pandemic and beyond

A live virtual event on June 15th, 16th, and 22nd

Three sessions of three hours, each packed with industry insights,

information, and inspiration from fourteen leading manufacturers
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Dear Colleague,

It gives us great pleasure to welcome you to the Service Leaders Summit Days 2021. We would love to do this face-to-face, but the

coronavirus is still keeping us from meeting in person. For the first time, our annual conference on Customer Service, Aftersales

Management, and Spare Parts Logistics is being held online, so we embrace the opportunity to have more registered attendees than

ever before: from all over Europe and North America, from Norway to Brazil, from Singapore to Chile. Like you and us, they all strive

for delivering an excellent and consistent service: to every customer, everywhere, every time. The pandemic has been brutally stress-

testing our strategies, organizations and processes, but emphasized once again the great importance of customer service in manag-

ing an economic crisis — and in generating growth.

We are looking forward to three topic sessions on Digitalization & Technology, Experience & People, and Strategy & Transformation.

Join us from wherever you are to listen to speakers from across industries and put your questions and ideas forward to the Q&As

and the panel disucssion.

Simon Roberts

SVP Services 

ATS Automation

Production Host and Event Sponsor

The Service Leaders Summit Days 2021 will be held as an

interactive video conference using the webinar and online

collaborating platform Zoom. Sponsored by Monitor Deloitte,

the event will be produced at and streamed from the Deloitte

Greenhouse Berlin and the Digital Factory in Dusseldorf.

Monitor Deloitte is the multinational strategy consulting

practice of Deloitte. Its strategy practitioners combine deep

industry insights with cutting edge methods to help leaders

resolve their most critical decisions, drive value, and achieve

transformational success. The Deloitte locations in Berlin

and Dusseldorf are equipped with state-of-the-art technol-

ogy and run by teams experienced in realizing innovative

events onsite and online.
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Digitalization & Technology,  Tuesday, 15th June

2:00 – 5:15 p.m. CEST // 8:00 – 11:15 a.m. EDT // 12:00 – 15:15 UTC

Peter Rudzio, Member of ISLA’s Executive Board, 

and Managing Director at CLAAS Service and Parts

Welcome note and opening remarks by the conference session chairman, and Q&A moderation

Oliver Bendig, Partner Customer Service and After Sales EMEA at Monitor Deloitte

How Western manufacturers, boosting their business with an excellent service, remain 

the growth engines of their economies — Scenarios for a successful future

• No one can predict the future but we can imagine a range of scenarios 

• What are the critical uncertainties

• Four scenarios for 2030

• Eight initiatives to win in 2030

Volker Ganz, Vice President Customer Excellence Digital & Service Solutions at KraussMaffei Technologies

Digitalization — Cultural change or cultural clash?

• Why do we transform from product to customer centricity? 

• What are the key pillars of our digital transformation journey?

• What are our lessons learned in scaling digital service products?

• How to lead our operating systems of lifecycle & digital services?

Frank Velthuis, Director Digital Product Management at Wärtsilä 

Predictive Maintenance — Leveraging Artificial Intelligence to make your experts more proactive

• Asset management and the paradigm shift in maintenance enabled by new technologies 

• The falling tree paradox

• Examples of predictive maintenance

• Future outlook

Dietmar Düsing, Head of Logistics at CLAAS Service and Parts 

Meeting the ever-growing requirements in a seasonal business through standardization, 

automation, and digitization in spare parts logistics

• We find a heterogeneous IT landscape around SAP in the network 

• Standardization facilitates process flexibility and quick adaption in the network

• Automation leads to high capacity using the same space

• Digitalization allows high integration and increases service quality

Ivo Siebers, Senior Vice President Global Logistics at TK Elevator 

Spare Parts Logistics in times of the digital transformation

• Service in the elevator and escalator market 

• From reactive to predictive in spare parts supply

• Building blocks for the digitalized supply chain

• Impacts and achievements
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Experience & People,  Wednesday, 16th June

2:00 – 5:15 p.m. CEST // 8:00 – 11:15 a.m. EDT // 12:00 – 15:15 UTC

Oliver Bendig, Member of ISLA’s Advisory Board, and 

Partner Customer Service and After Sales EMEA at Monitor Deloitte

Welcome note and opening remarks by the conference session chairman, and Q&A moderation

Hans-Werner Albrecht, Managing Director, and Annika Junghanns, Senior Product Manager,

at RATIONAL Technical Services

How a virus put an end to a persistent belief in live trainings — Changing the training culture 

of a global field force

• Due to the corona pandemic RATIONAL was forced to globally introduce a complete new product range

without any live classroom trainings — which usually are considered to be indispensable 

• We switched our “ready to go” live education concept to fully digital in an instant

• We got more than 8,000 technicians trained right on time

• How we did it, how it worked out, and what the learnings are

Dr. Stefan Lutz, Director Aftersales Marketqualification and Processes at Porsche 

Investing in aftersales education: a win-win situation? — Learnings from a premium car manufacturer’s

vocational education program

• In Service, the technological transformation requires new qualification profiles which are hardly 

available on the market

• The approach to solve this challenge is to establish an own vocational training program that 

reflects market needs and the OEM’s specific content

• The program is open to students from different social backgrounds and socially disadvantaged 

participants are in particular supported in their education path

• Investing in education is part of the Sustainability Strategy of Porsche

Tina Lilje, Head of Customer Experience at Philips 

Great service doesn’t just happen – Designing for a better customer experience

• Service experiences need to be designed

• How do I design the best experience for my customers and who needs to be involved

• Service is the biggest piece of the puzzle, but there are others that need to be considered

• Everything the customer experiences needs to fit togethers

• Measure success with different leading and lagging KPIs that fit your business

Dr. Ferdinand Kühner, Managing Director PLANTSERV, and Philipp von Breitenbuch, 

Group Lead Product Management PLANTSERV, at Linde Engineering

Growing Services within an Engineering, Procurement and Construction (EPC) group —

Learning from digital failure led us to digital success in Virtual Reality Training 

• How Linde Engineering organized its service to achieve 20% growth p.a. over the last 5 years 

• The importance of the positioning of digital products in EPC services

• A view behind the curtain on the hurdles we faced and how these learnings enabled us 

to develop a successful digital service



Service Leaders Summit Days 2021 on June 15th, 16th, and 22nd

Strategy & Transformation,  Tuesday, 22nd June

2:00 – 5:15 p.m. CEST // 8:00 – 11:15 a.m. EDT // 12:00 – 15:15 UTC

Oliver Bendig, Member of ISLA’s Advisory Board, and 

Partner Customer Service and After Sales EMEA at Monitor Deloitte

Welcome note and opening remarks by the conference session chairman, and Q&A moderation

Maxime Deroch, President Services & Solutions at Manitou Group

Enhance customer satisfaction in a heterogeneous market while servicing 

increasingly complex product ranges

• A worldwide leader … or a start up? 

• Elevate your dealers

• Increase services sales

• Data to achieve full uptime

Frédéric Vanhove, Global Product Manager Services at Barco

How to deliver on an OEM’s promise to become a hardware+software+services company and to

manage the transition from classic services to co-delivering added value jointly with service partners

• From hardware/R&D centric to solution/customer centric 

• From maintenance to value-adding services

• The rejuvenation of our service story

• Delivering to and delivering through our channel partners

Johannes Winter, Director Operations Services at Doppelmayr Cable Car 

A cable car manufacturer’s journey to becoming a provider of Mobility as a Service 

• Diversifying and stabilizing revenue streams through expanding the potential market offering Services 

• Return of information accelerates product and service refinement

• Ensuring customer satisfaction by guaranteeing compliance to operational and maintenance standards

• Enhancing value by fixing total cost of ownership and potential move to an asset-less model

XaaS — Myth or soon reality?

Panel discussion with

• Jost Bendel, Global Head Existing Installation Fulfillment at Schindler

• Wolf Mueller, Corporate Officer, General Manager Hitachi Energy Service Division

• Dr. Thomas Schneider, Managing Director R&D at TRUMPF

• Oliver Bendig, Partner at Monitor Deloitte
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Event Organizer

The live virtual Service Leaders Summit Days 2021 are 

organized by ISLA. Our association is a network of profes-

sionals dedicated to Customer Service, After Sales Manage-

ment, and Spare Parts Logistics in the digital age. It is based

in Munich where it was founded in 2003. As ISLA is not com-

mercially driven, it depends on the support of its members.

Some 60 companies from Europe, Japan, and North America

have joined ISLA, see a selection of them below.

New members, first and foremost OEMs running spare-parts and

service-intensive businesses, are always welcome. For more infor-

mation, please visit www.servicelogistics.info or contact us:

ISLA International Service Logistics Association e.V.

Rosenheimer Platz 4, 81669 Munich, Germany

+49-(0)89-749826-960 and isla@servicelogistics.info

Executive Board: Stefan Brehm, Eamon Doherty, Dr. Bernd Garbe,

Stephan März, Peter Rudzio, Simon Roberts, and Magne Svendsen

Since we started our activities, peers from 450+ companies attended our events, and 370+ speakers from leading companies gave

informative presentations. Due to the pandemic, we moved online, but will return to in-person events again as soon as this is safely

possible. The digital and hybrid formats we developed in recent months will remain part of our extended event portfolio.



Company Information

Company Name

Address

Postal Code/City/Country

Website URL

Industry

Aerospace

Automotive

Computers

Hi-Tech/Electronics

Machinery

Medical Devices

Rail

Telecom

Other

Membership Fee Amount

Please enter the amount you would like to pay as an 
annual membership fee. The minimum is 800.– Euros.

€

Thank you for applying to become a corporate member of the Interna-

tional Service Logistics Association. Based on the information given

above, the Executive Board will make a decision on your application.

Your information will be kept confidential and will not be passed on to

any third party without your prior permission or unless required to do

so by law. Please mail or fax your completed application form to:

ISLA International Service Logistics Association e.V.

PO Box 75 04 59, 81334 Munich, Germany

Rosenheimer Platz 4, 81669 Munich, Germany

Fax: +49-89-749826-969

If you have any questions regarding the ISLA please feel free to

contact us at isla@servicelogistics.info or +49-89-749826-960

Representative Information

Title, First and Last Name

Position/Job Title

Address (if different from company address)

Postal Code/City/Country

Phone Fax

E-Mail (very important to keep you updated)

Signature

Signature Date

Level of Involvement in Service and Parts
Please give us a short description of the customer�service�
�������	
�����
��
�� related business of your company

Application Form for a 
Corporate Membership




