
IT and Management consultancy HanaTech exploits 
servitization to drive the digitisation of Midlands 
manufacturing 
Dudley-based HanaTech has tapped into expertise from 
The Advanced Services Group at Aston Business School to 
add value to its service offer. The start-up consultancy has 
developed a new App to make its services accessible to 
more manufacturers as they embrace the benefits of digital 
transformation. By offering product-service packages, 
combined with the power of the Internet of Things (IOT), 
HanaTech is putting customer needs at the heart of its 
business model and developing outcome-based services to 
stay one step ahead of the competition.

At a glance...
• Established: 2019
• Sector: Digitisation consultancy 
• Workforce: Two full time, one sub-contractor
• Location: Dudley
• Turnover: Year 1 £60,000, Year 2 forecast £120,000
• Annual growth: Looking to once again double 

turnover in year 3 on the back of improved 
servitization.

www.hana-tech.co.uk



HanaTech was established in December 2019 by 
Director Hana Robertson. Hana’s vision was to create 
a digital process improvement consultancy to help 
traditional SMEs develop Factories of the Future. 

Hana’s background is in embedding digital capabilities 
in applied operations management and continuous 
improvement. Her work for companies like IESA allowed 
her to gain unique experience in integrations, using 
digital technology to transform operations for major 
names such as Jaguar Land Rover. She became aware 
of the lack of digital competency even amongst large 

www.advancedservicesgroup.co.uk

manufacturers and set out to help businesses embrace 
the digital era.

By creating HanaTech, her intention was to support local, 
traditional manufacturers in their transition to Industry 4.0, 
helping boost performance through bespoke consultancy 
and digital development plans. The business began by 
offering local companies a free digital baseline review 
where Hana walked their factory floor and assessed their 
end-to-end processes. They would receive a one-page 
roadmap which identified the opportunities for digitisation 
and prioritising a series of quick wins.
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Starting the journey

Managing Director, Liz Smith, enrolled on an MBA and 
attended a lecture by Tim Baines, Executive Director at 
Aston Business School’s Advanced Services Group (ASG). 
He discussed the business benefits of servitized business 
models and moving away from a reliance on selling 
products to providing service-led solutions.

Liz Smith says: “What he talked about really resonated 
with me. As a firm we have always prided ourselves 
on putting our customers at the heart of everything we 
do. Servitization seemed like a logical step for us as we 
continued to grow. I invited fellow directors to an ASG 
event, and they were on board immediately.”

LG Davis joined ASG’s TRAN-SIP programme in 2017, 
a local ERDF-funded business support programme 
designed to help companies grow their business through 
the adoption of servitization. The business had access 
to personalised, workshops, events, and peer-to-peer 
networking. 

Before joining the programme, LG Davis’ already 
provided a fully managed print, stock, store, and delivery 

system for different NHS trusts across the UK. The work 
involved analysing and auditing printing requirements and 
implementing a stock, store and deliver service, alongside 
ad hoc print runs. The management team worked with 
ASG to further advance this model and provide enhanced 
service solutions.

“A member of the Aston team spent time with us getting 
to know the business, exploring customer pain points and 
looking at what we could do to address them”, says Liz. 
“They shared their expertise and spoke with real passion 
so that everyone from sales to customer services could see 
how servitization would provide a point of difference that 
would resonate with our customers and help us to support 
them better.”

Liz adds: “We knew that what they really needed was 
help with procurement and so we focused on services 
which saved them time and money. That involved offering 
comprehensive print management systems where we 
assess their needs over a year and agree a fixed unit price. 
We could then stock it for them to free up their warehouse 
space, provide an online portal for ordering and deliver on 
demand right across the country.”
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Linking products and services

These free site visits were designed to show the 
customer the art of the possible and open the door to 
paid for consultancy services. Yet this business model 
proved difficult to scale up. Many companies were either 
overwhelmed by the information provided to them and 
couldn’t grasp how change could be implemented. Others 
would take the recommendations and hand them over to a 
competitor or attempt to deal with them in-house.

Hana soon recognised she needed to change tack to 
maximise the value of her services. She was introduced 
to the Advanced Services Group at Aston Business 
School and began to explore how its academics could 
help transform her business model. By enrolling on their 
Advanced Services Growth Programme in 2020, Hana got a 
clearer idea of how best to position her consultancy offer. 

The Advanced Services Group team demonstrated how 
an advanced service business model combined with the 
power of IOT delivers profitability and growth to HanaTech, 
the customer and the wider value network of suppliers and 
stakeholders in which they operate.

She says: “Servitization offers huge opportunities to add 
value for the customer. Whereas most people on the 
programme had a product and wanted to bolt services onto 
it, I was starting out with services and needed a product as 
a hook for potential clients to understand the value.”

Hana formed a close relationship with the Aston team, 
attending seminars and workshops and learning from 

peers. She saw the opportunity to develop a new App’ 
to demonstrate and track the impact of digitisation and 
maximise the value of her consultancy services.

“It’s something more tangible to take to SMEs and get 
them on board before delivering consultancy”, explains 
Hana. “They can hold it in their hands and see the benefits 
for themselves.” 

As part of a product-service package, HanaTech utilised 
innovation funding to develop its Glass Factory® App’. A 
digital solution that provides insight into how digitisation 
can transform process operations. It offers real-time 
supply chain transparency and multi-level sub-contractor 
drilldown. Designed to be self-serve and intuitive, the 
App’ handles complex production processes and presents 
work in progress and order status information for the 
manufacturer, its suppliers, and customers.

Alongside the App’, HanaTech has developed a new 
advanced service revenue model to capture value whereby 
customers pay a monthly App’ subscription. The App’ 
will also identify lost value and easy wins across a range 
of areas including customer service, quality control, and 
process efficiency. Any consultancy services delivered on 
the back of that insight is then charged for on top. 

Enabled by the power of the Internet of Things (IOT), the 
strategy is to develop digital roadmaps for customers 
incorporating a series of incremental goals. That 
outcome-based approach is designed to build long-term 
relationships, retain control, and capture the value of 
advanced services.



Impact

Joining the Advanced Services Growth Programme 
2020 programme, helped HanaTech take a step back 
and consider its customers’ challenges and pain 
points. It recognised the need to use a product to 
sell its advanced services and as a result, has shifted 
the dynamic.

The business now has five manufacturers paying a 
monthly subscription for the App’. This takes the focus 
away from one-off service transactions to longer term 
collaboration, improves HanaTech’s cashflow and now 
incorporates a quarterly review as an opportunity to 
keep track of progress and sell additional services.

Off the back of this change in strategy, HanaTech has 
capture additional value from its customer relationships 
and use it to boost revenue. Turnover has increased 
from £60,000 in its first year of operation in 2019, to a 

projected £120,000 plus in Year 2. Hana hopes to double 
it again in Year 3. 

“The Advanced Services Growth Programme 2020 
gave me the confidence to combine products and 
services to drive value”, says Hana. “It made me look at 
things from a customer perspective and put them at the 
heart of the offer.”

She adds: “The programme was a really interesting mix 
of theory and practical case studies and was delivered by 
people who understand industry. There was a really mixed 
cohort who shared ideas and experiences. One helped me 
develop my Service Level Agreement. We all learnt from 
each other as well as the academics. I would advise other 
businesses to take time out and discover what servitization 
could do for them.”
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Off the back of this change in strategy, HanaTech 
has capture additional value from its customer 

relationships and use it to boost revenue.



www.advancedservicesgroup.co.uk

Continuous journey

HanaTech will keep tapping into Aston’s expertise as it 
continues on its servitization journey. The company is 
starting to explore how it might take its advanced services 
to the next level by offering Software-as-a-Service and 
replacing some of its time-intensive site visits with in-App’ 
tutorials and trouble shooting. There is an opportunity to 
co-create further value with the customer, through the use 
of analytics to identify when a customer is struggling and 
offer virtual assistance.

The business is also extending its reach by working 
with a robotics company. The company is exploring 
how it might integrate Glass Factory® with its robots as 
an add-on feature, giving customers real-time access 
to work in progress and order status. The collaboration 
would give HanaTech access to a far wider customer 
base and introduce its product-service package to 
larger manufacturers. 

The business is also extending its reach by 
working with a robotics company. The company 

is exploring how it might integrate Glass Factory® 
with its robots as an add-on feature, giving 

customers real-time access to work in progress 
and order status. 



Case study – Frederick Cooper

Birmingham-based Frederick Cooper provides a 
range of services, including powder coating, metal 
preparations, polishing, flaming and laser etching. 
It is based out of two sites and mainly supplies to 
customers in the automotive sector. 

One of its key clients wanted greater insight into order 
progress and the business began using HanaTech’s 
Glass Factory® App’ to give real-time access to work 
in progress. 

Managing Director, Jon Stone, said: “We have a 
number of very complex processes here at Frederick 
Cooper which include producing difficult painted 
components with numerous process steps. It is 
often we are asked for detailed information from our 
customers to establish how many parts are at what 
process step at any particular time.”

He adds: “With Hana’s help we hope to provide order 
transparency and move into the digital age.” The 
product-service package has allowed the business 
and its customers to track the journey of any given 
part through the factory without the need for manual 
logging. All they need do is refer to the app which 
provides regular automated updates.

This tangible product has given HanaTech a base 
around which it can build a series of customer-
focused advanced services. Through a process of 
regular constructive feedback, the business can 
develop bespoke features which allow Frederick 
Cooper to ensure everyone has the information they 
need at their fingertips. That business model has 
turned a transaction-based relationship into a strategic 
partnership delivering long-term value for both parties.

The Advanced Services Group

The Advanced Services Group (ASG) is a centre of 
excellence specialising in research into servitization theory 
and practice, as well as advanced service business models 
and the application to the manufacturing sector. Delivered 
through education and training programmes, the Group’s 
research enables global manufacturers, small and medium-
sized manufacturers and technology innovators to transform 
their business models based on services-led strategies. 
Underpinning ASGs research lie three critical questions: 
What is servitization and why is it necessary?

What are the organisational structures, processes and 
technologies critical to success? How can a manufacturer 
transform to compete through services?
 

ASG translates its research findings into a series of practical 
frameworks, interactive tools, worksheet exercises and business 
games through which businesses are able to transform their 
business models and enhance their business performance. 
These tools take the company through road-mapping their 
business; benchmarking, identifying customer pains and gains, 
understanding their customer value proposition framework and 
storytelling. These enable the ASG to convey its findings to 
businesses in a clear and impactful way.

For more information go to: www.advancedservicesgroup.co.uk


