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Fast movers are already 
reaping benefits 

Intelligent services to fuel growth

The struggle to scale intelligent products 
and services

Collaboration, skills, data, and technology-related 
challenges put the brakes on progress

This message contains information that may be privileged or confidential and is the property of the 
Capgemini Group. Copyright © 2022 Capgemini. All rights reserved. 

We analyzed the benefits gained by organizations with already 
well-defined visions and strategies for intelligent products and services 

— which we refer to as 'fast movers'

Defining intelligent products and services

Source: Capgemini Research Institute Analysis.

Source: Capgemini Research Institute, Intelligent products and services survey, April–May 2022; N=587 organizations that already have well-defined visions and 
strategies for intelligent products and services.

Source: Capgemini Research Institute, Intelligent Products and Services survey, April–May 2022, N=1,000 respondents from unique organizations that have or are 
currently building visions and strategies for a move to intelligent products and services.

Source: Capgemini Research Institute, Intelligent products and services survey, April–May 2022, N=1,000 respondents from unique organizations that have or are 
currently building visions and strategies for a move to intelligent products and services.

Source: Capgemini Research Institute Analysis.

ENABLE
NEW SOURCES OF VALUE
… activate data and insights to 
drive new servitization busi-
ness models and support 
ongoing R&D efforts more 
sustainably

ENHANCE
CUSTOMER EXPERIENCE
… hyper-personalize customer 
experience in real time (using 
tools such as AI/ML, algorithms, and 
predictive analytics)

POWERED BY
TECHNOLOGY
... are sensor-enabled, 
software-controlled, have 
onboard processing, and are 
connected to other devices via 
cloud

INTERACT WITH 
ECOSYSTEM
… fully and seamlessly interact 
with broader environment via 
APIs and platforms

INTELLIGENT 
PRODUCTS AND

SERVICES

Intelligent products are smart, connected, software-enabled products that 
can be continuously improved using real-time feedback. The data they 

generate and collect can enable organizations to offer intelligent services, 
leading to new “servitization”-based business and revenue models.

Organizations to shift focus to service innovation

Nearly 90% of organizations expect to enjoy revenue from intelligent 
services in the next 3 years

of fast movers have seen a 
reduction in cost of servicing due 
to intelligent products and services

83%

of fast movers have seen improved 
customer experience

83%

of fast movers have accelerated 
R&D for improvements to existing 

products and services

79%

Only 35% of organizations currently claim to offer intelligent services;  

of organizations plan to offer in the near future.53% 
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however,

Half of organizations are stuck at pilot or PoC stages

How can organizations successfully implement intelligent products and 
services offerings

Identified certain application areas / use cases

Implemented pilots / proofs of concept of the identified use cases 
for at least one product / business line

Partially scaled the identified use cases for at least one product / 
service / business line

Fully scaled the identified use cases for at least one product / 
service / business line
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•  Develop a holistic intelligent strategy that 
    embraces open innovation

•  Put CX at the heart of the design
   of intelligent products and services
•  Inculcate agility as a key ingredient
    in the design process 
•  Revamp architecture to support 
    product development 

•  Use a comprehensive 
    approach to building and 
    acquiring critical skills 
•  Centralize governance and 
    subsequently federate 
    implementation

•  ‘Big-bang’ transformations rarely work
•  Unlock the power of intelligent 
    testing for improved time to market
•  Setup specialized roles for scaling 
    initiatives

•  Use performance and 
    usage data to improve and 
    update intelligent products
    and services
•  Digital continuity bridges
    the gap
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