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Background of the research

Enterprises have been trying to manage their supply chain efficiently but have faced multiple challenges such as high cost of operations, changing customer preferences, and increasing 

risk and compliance issues. Customers are the final link in a supply chain and consumers of a product or service, and it becomes critical to ensure they are satisfied throughout the journey. 

After-sales services, commonly known as post-sales services, is a component of Supply Chain Management (SCM) that deals with the support a customer needs after purchasing a product 

or service. It includes multiple interaction points with the customer and can become a deal breaker or maker for an enterprise in this highly competitive landscape. 

Efficient after-sales services help enterprises meet ever-changing customer demands and improve business outcomes. In recent years, enterprises have been leveraging digital elements 

such as analytics, IoT sensors, and blockchain in after-sales services to deliver value and improve experiences for multiple external stakeholders including customers, service partners, and 

regulatory bodies. Despite these steps, enterprises are failing to achieve the desired benefit because of multiple shortcomings in their execution. This report aims to provide ingredients for 

successful management of the after-sales service function based on multiple success stories across enterprises and service providers.

Scope of this report

⚫ Services: After-sales services in supply chain management

⚫ Coverage: Global
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Overview and abbreviated summary of key messages

This research examines the importance of after-sales services and will assist enterprises and service providers in understanding the role of after-sales services in supply chain management 

to meet ever-changing customer demands and improve business outcomes. It provides comprehensive coverage across dimensions such as buyer objectives, key considerations, service 

provider initiatives, after-sales market size and adoption, and service provider landscape

Some of the findings in this report, among others, are:

⚫ Objectives for supply chain are evolving beyond timely availability of raw materials / products 

⚫ After-sales services plays a key role in customer satisfaction and financial improvement
Key emerging themes

⚫ Enterprises are facing multiple challenges in managing the after-sales services such as inability to achieve desired margins, customer 

dissatisfaction, risk and compliance issues, and business continuity risks

⚫ Enterprises can leverage a few considerations such as adoption of digital technologies and process improvement to overcome the existing 

challenges in after sales services 

Key enterprises 

challenges and 

considerations

⚫ Various kind of third-party providers such as engineering services providers, last-mile support providers, IT support providers, after-sales specialists, 

and broad-based BPO providers provide after-sales support

⚫ BPO providers offer a unique value proposition to enterprises, leading to fast-paced growth in the after-sales market 

⚫ The after-sales BPO market registered a growth of about 21% to reach ~US$500 million in 2019

⚫ Industrial economies of North America and Europe lead after-sales BPO adoption as they look to cut costs and streamline processes

⚫ Stand-alone after-sales BPO contracts are limited and are often sold along with broader SCM services or as part of multi-tower deals

Third-party provider 

landscape and after-

sales BPO overview
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Scope of the report

After-sales services – one of the three key subfunctions of Supply Chain Management (SCM)
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Introduction of after-sales services in SCM

After-sales includes the services that enterprises provide consumers post sale of a product or service

Spare parts management

⚫ Planning and forecasting

⚫ Inventory management

⚫ Order management

⚫ Order fulfillment

Warranty management

⚫ Warranty contract 

registration

⚫ Defect investigation

⚫ Warranty processing

⚫ Entitlement

Returns management

⚫ Returns authorization

⚫ Returns/repairs 

documentation

⚫ Tracking and scheduling

⚫ Equipment end-of-life 

cycle management

⚫ Logistics partner 

management

Claims management

⚫ Claims generation

⚫ Verification

⚫ Processing and audit

⚫ Settlement

⚫ Service helpdesk

Field services management

⚫ Workforce management

⚫ Distribution management

⚫ Service partner 

management

Enterprise supply chain flow with deep dive into after-sales services 

Make/manufacture Deliver After-sales services
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This study offers four distinct chapters providing a deep dive into key aspects of after-sales 

SCM market; below are four charts to illustrate the depth of the report

Adoption trend of digital solutions across after-sales processes Alignment of external stakeholders’ expectations with internal enterprise goals

After-sales BPO market – adoption trends After-sales BPO market – service provider landscape

Big data analytics IoT sensors Automation Blockchain

Claims 

management

Warranty 

management

Field services 

Management

Spare parts

management

Returns 

management

Use cases ⚫ Claims verification

⚫ Fraudulent claims prediction

⚫ Workforce management

⚫ Service partner 

management

⚫ Inventory management

⚫ Defect investigation

⚫ Workforce logistics 

tracking

⚫ Spare parts tracking

⚫ Tracking and 

scheduling

⚫ Claims processing and audit

⚫ Warranty processing

⚫ Order management

⚫ Returns authorization

⚫ Returns/repairs documentation

⚫ Spare parts 

provenance

⚫ Logistics partner 

management

Adoption: High LowCurrent adoptionUse cases: Adoption potential

100% = ~500 

After-sales BPO market – adoption by buyer size

Revenue in US$ million; 2019

Mid-sized buyers

10-12%
Small buyers

4-7%

Large buyers

77-82% 85-88%

12-15%

2019

100% = 150-200

Stand-alone

after-sales deals

Bundled 

after-sales deals

After-sales + 

other SCM 

components

60-65% 35-40% Multi-tower 

deals4

After-sales deal inclusion for broad-based BPO firms

Number of active after-sales contracts; 2019 Service provider Market standing1

Capabilities and 

investment2 Comments

⚫ Service provider 1 leverages its strong domain expertise in broader SCM to support clients in after-sales 

services

⚫ It offers digital field services solutions by leveraging IoT sensors to help clients in services such as asset 

monitoring and predictive maintenance

⚫ Service provider 2 after-sales portfolio is relatively small. However, it has made significant investments 

over the past few years to develop a comprehensive set of after-sales capabilities 

⚫ Some of the investments include blockchain-based reverse logistics, custom sensors, and IoT platforms 

for supply chain security

⚫ Service provider 3 is one of the few providers with strong experience in serving mid-market 

manufacturing clients  

⚫ While Service provider 4 has good digital capabilities, its current focus on after sales segment is relatively 

less

⚫ It offers solutions such as Product Predictive Maintenance and Customer Analytics Dashboard to 

optimize spare parts and reduced warranty costs

⚫ Service provider 5 has an analytics-led approach supported by its strong analytics practice to help 

enterprises make targeted decisions through solutions such as behavior analytics

⚫ It has small clientele in the after-sales services segment and most of its current after-sales are part of 

broader IT+BPO deals

⚫ It leverages partnership network such as with MIZE and PTC to offer spare parts and warranty 

management solutions

External stakeholders

Internal stakeholders

Finance

Supply chain Marketing

HR Compliance and

internal audit

Customer serviceSales

CEO

Regulatory 

bodies

CustomersService 

partners

Service Provider 1

Service Provider 2

Service Provider 3

Service Provider 4

Service Provider 5

Service Provider 6
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Supply Chain Management (SCM) BPO – Service Provider Landscape with Services PEAK Matrix® Assessment 2020 December 2019

Supply Chain Management (SCM) Business Process Outsourcing (BPO) Service Provider Compendium 2020 February 2020

Procurement Outsourcing (PO) – Service Provider Landscape with Services PEAK Matrix® Assessment 2020 June 2020

Procurement Outsourcing (PO) Service Provider Profile Compendium 2020 Q3 2020

Procurement Outsourcing (PO) State of the Market Report 2020 Q3 2020

Supply Chain Management (SCM) BPO State of the Market Report 2020 Q3 2020

Journey Toward Integrated Supply Chain Management June 2019

The Changing Priorities of Chief Financial Officers (CFOs) and Chief Procurement Officers (CPOs) July 2019

Business-Process-as-a-Service (BPaaS) Adoption Debunked – Current and Future Direction September 2019

Application of Blockchain in Supply Chain Management – A Trailblazer Analysis October 2019

Unlocking Digital Category Management March 2020
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Buyer Trends in Procurement and Supply Chain Outsourcing Q3 2020

Note: For a list of all of our published PO reports, please refer to our website page

Research calendar – Procurement Outsourcing (PO)
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The following documents are recommended for additional insight on the topic covered in this report. The recommended documents either provide additional details on the topic or 

complementary content that may be of interest

1. Journey Toward Integrated Supply Chain Management (EGR-2019-22-V-3215); 2019. Supply Chain Management (SCM) is evolving from ensuring supply chain security to an all-encompassing activity 

where everything from cost savings to turnaround-time reduction to regulatory compliance management are important. Integration across different supply chain functions is of prime importance to cater to 

the broadened scope of SCM. BPO service providers – with the right people and technology resources – are the best suited to help enterprises in achieving supply chain integration

2. Supply Chain Management (SCM) BPO – Service Provider Landscape with Services PEAK Matrix® Assessment 2020 (EGR-2019-22-R-3451); 2020. This report examines the dynamics of the global 

SCM service provider landscape and its impact on the SCM market. Based on the comprehensive Everest Group PEAK Matrix, each of the 14 SCM service providers are segmented into Leaders, Major 

Contenders, and Aspirants. The report also provides key insights into service provider position and growth in the market, changing market dynamics, and assessment of service provider delivery 

capabilities. It will assist key stakeholders (service providers, organizations, and technology providers) to understand the current state of the SCM service provider landscape.

3. Procurement Outsourcing (PO) – Service Provider Landscape with Services PEAK Matrix® Assessment 2020 (EGR-2020-22-R-3763); 2020. With increasing emphasis on delivering business 

outcomes, service providers are investing in value creation levers such as service delivery automation, advanced analytics, and category expertise to act as strategic partners for organizations in their 

procurement transformation journeys. This is driving rapid changes in the Procurement Outsourcing (PO) service provider landscape. This report examines the dynamics of the global PO service provider 

landscape, and detailed profiles and assessments of 17 PO service providers featured on Everest Group’s PEAK Matrix® for PO Services.

Additional PO research references

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com

For more information on this and other research published by Everest Group, please contact us:

Shirley Hung, Vice President: shirley.hung@everestgrp.com

Ankur Verma, Senior Analyst: ankur.verma@everestgrp.com

Bhanushee Malhotra, Senior Analyst: bhanushee.malhotra@everestgrp.com

Amir Khan, Analyst: amir.khan@everestgrp.com
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http://www.everestgrp.com/
mailto:info@everestgrp.com
mailto:shirley.hung@everestgrp.com
mailto:Ankur.verma@everestgrp.com
mailto:bhanushee.Malhotra@everestgrp.com
mailto:amir.khan@everestgrp.com


About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business services, and sourcing. We are trusted 

advisors to senior executives of leading enterprises, providers, and investors. Our firm helps clients improve operational and 

financial performance through a hands-on process that supports them in making well-informed decisions that deliver high-

impact results and achieve sustained value. Our insight and guidance empower clients to improve organizational efficiency, 

effectiveness, agility, and responsiveness. What sets Everest Group apart is the integration of deep sourcing knowledge, 

problem-solving skills and original research. Details and in-depth content are available at www.everestgrp.com.

Social Media

@EverestGroup

@Everest Group

Stay connected

Website

www.everestgrp.com

Blog

www.everestgrp.com/blog/

Dallas (Headquarters)

info@everestgrp.com

+1-214-451-3000

Bangalore

india@everestgrp.com

+91-80-61463500

Delhi

india@everestgrp.com

+91-124-496-1000

London

unitedkingdom@everestgrp.com

+44-207-129-1318

New York

info@everestgrp.com

+1-646-805-4000

Toronto

canada@everestgrp.com

+1-416-388-6765

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, 
adequacy, or fitness for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment 
advice. This document should not be used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that 
are taken as a result of any material in this publication.

®

https://www.everestgrp.com/
https://twitter.com/EverestGroup
https://www.linkedin.com/company/everest-group
https/www.everestgrp.com/
http://www.everestgrp.com/blog/
mailto:info@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:canada@everestgrp.com
mailto:info@everestgrp.com
https://www.everestgrp.com/

