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Global market for imaging equipment services 
(XR, US, MR, CT, NM only)

in MEuros
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Source: Global Industry Analysts, Inc. “Global Imaging Equipment Services- A Global Strategic Business Report August-2006”

Traditional services market continues to grow at modest rate



Services revenue composition
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Good opportunity for further growth in recurring revenue



Services growth factors

• Installed Base and 
Contract Penetration 
growth slows for some 
modalities

• Price realization, portfolio 
management and new 
services will sustain 
growth
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Increased dependency on price realization and new services
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“You need to provide up front the
information necessary for making 
the right equipment decisions.”

Director of Radiology
Hospital in US

“Installing new equipment is disruptive;
we need to get up and running as 

soon as possible.”

CIO
Hospital in Italy 

“We need our vendors to 
be proactive in helping us 
migrate to new technologies.”

CFO
Imaging Center in US

“Most of our targets 
center on reducing

patient waiting times, 
so the biggest thrust 

is throughput.”

Director of Marketing
Hospital in UK

“You need to offer 
something holistic 

that helps us
improve our business.”

COO
Hospital in US

Customer Voice   Insight   Solutions  

Expanding the definition of “Services” from the Customers’ Perspective
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Seasons of ownership: services portfolio

Philips Medical Capital financial services
System installation project management 
Ambient Experience                      
room design services

Clinical application education
In-house service training programs

Philips Online Learning Center:
Continuing Education Services

Technology Updates program
De-installation and system 
relocation services
Refurbished Systems

New comprehensive & 
partner service contracts 

Philips Service Information: 
Online and Mobile

Remote monitoring, diagnosis and
repair services

NetForum clinical communities 
System Utilization Services 

Asset Mgmt Services 

Seasons
of ownership
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Utilization Services
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Managed Equipment 
Services
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Clinical Communities

Increase in value and breadth for customers will provide increasing “yield” per “socket”

Utilization Services



Ambient experience design

Laughlin Memorial, Greeneville, TN, USA

Advocate Imaging Specialists 
Wilmette, IL, USA

Charite, Berlin, GermanyCatharina Hospital, Eindhoven, The Netherlands

Patient and provider benefit



Benefits of ambient experience

• Patient
– Patient receives positive distraction
– Helps reduce anxiety/stress
– Helps increase patient and family satisfaction

• Provider
– Contributes to improved quality of care
– May reduce rates of sedation and dose
– Helps improve workflow, 

efficiency and ROI
– May improve staff satisfaction
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Philips Learning Center

• Explosive Growth
– 33% growth in users in 2007
– >50% of the addressable Radiologic 

Technologists market in the US
– +25,000 RT’s from +100 countries
– 20% increase in class modules delivered 

from 2007-2008
• Launched International Access to 

Learning Program with the ISRRT 
– 3 Continent Pilot
– Showcased at the ISRRT World Congress – 

Durban, S.A.
– Represents 300,000 members from 

80 countries
• Clinical Mastery Program for 2008
• New Partnership with American Association 

of Critical-Care Nurses
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Expanding learning competency globally

http://www.isrrt.org/isrrt/default_EN.asp?SnID=2050098883
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Overall Satisfaction with OEM Service Performance

Philips back to #1 position in OEM service in N.A. Imaging Market

IMV ServiceTrak performance N.A. 2007

Source:  IMV Limited Service Trak Imaging and Clinical Reports 2007



Trendline
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Sales growth accelerated from 6 to 9% per year

Sales growth per quarter (MAT)



Gross margin development 
(MAT Index; Q4 2005 =100) 
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Productivity investments starting to pay-off
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Service innovation

Customer Care Centers

Remote services

Self-service

Mobility tools

Best in class logistics

Product serviceability 
standards

Design for Six Sigma 

Service delivery channels Service innovation programs

Faster, more efficient service delivery by moving “upstream”

7%

19%

72%



Remote Utilization
Year over Year Growth Rate
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Remote services results

Connected systems
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Real-Time Connection via Remote Services Network

Remote services growing rapidly



Leadership in service parts supply chain

Working Capital
~10% 

Service 
Revenue

Operating Expense
10-15%

Fix the Basics

The Redesign Plan
2006-2007 2007 -2008 2008-2009

• Service Level 
Segmentation

• Improved Fulfillment 
Process incl. 
Same Day Delivery 

• Service Parts Optimization
• Logistics Cost

• Logistics Network
• 12 to 1 Logistics 

Provider
• Parts Planning & 

Parts Inventory

• Vendor Warranty 
Recovery 

• Repair Supplier 
Network

• Direct Returns
• Advanced Planning

World Class
Partners

Reduce Variability 
& Cost

Optimize 
Performance

Agile supply chain supports selling higher margin services at lower cost

http://www.sap.com/index.epx
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Summary

• Accelerated sales growth and delivered high margin while 
investing in process innovation

• Expanded Services Portfolio driving growth and yield per socket

• Extended leadership in customer satisfaction supporting 
Philips Healthcare market share goals

• New portfolio and process innovation expected to drive above 
market growth and accelerate margin expansion
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