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Shifting the Distribution of Skills
within the Service Organization

l’“ nllke any other time in our service business history, we have the
: 4_ ortunity to invoke meaningful change—the kind of change that
pws us to deliver on the promise of better service at a lower cost.

with less has become more than a cliché. It is now a required
ainyone who wants to succeed in services management with-
pment company. The resources an organization has available
its customers continue to decline, and customer demands are
on[\' increasing. Skilled labor is hard to find and expensive to keep. To
make matters even more critical, competitive differentiation is shifting
toward services and solutions rather than individual product features.
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