
LG Davis differentiates 
its offer with the help of 
advanced services
Birmingham-based LG Davis is delivering service-led solutions to 
gain an edge in the competitive print industry. The SME has worked 
with academics at Aston Business School to look at new ways to 
put customer needs at the heart of its operation and help overcome 
their challenges through advanced services. The use of servitization 
has added value to its customer service focused business by 
offering innovative new solutions that have helped to boost turnover 
and provide greater support to customers.

At a glance...
• Established: 1962
• Sector: Print products, management 

and services
• Workforce: 45
• Location: Birmingham
• Facility: 25,000 sq ft
• Turnover: Growth from £3m in 2021 to 

£3.6m in 2022
• Projected annual growth for 2022 of 

12% - 5% of which is supported by 
servitization.

www.lgdsolutions.com



LG Davis has more than 50 years’ experience as a 
manufacturing print company. Based in Kings Heath, 
Birmingham, the family-run business has built a 
reputation for the standard of its printing solutions 
and built an impressive customer base of commercial 
and public sector clients, including several NHS 
hospital trusts. 

www.advancedservicesgroup.co.uk

Continually evolving and growing their offer LG Davis was 
keen to look at new ways to strengthen their client base 
and the board recognised the opportunity servitization 
could bring. 



www.advancedservicesgroup.co.uk

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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Impact

Despite a challenging year when the COVID 19 
pandemic hit in 2020 the innovative approach to 
supporting its customers meant that LG Davis remained 
in a strong position.

Liz explains: “There were no quick wins, but it definitely 
made a difference to the business that we continued to 
be passionate about listening to what our customers had 
to say, earning trust, and building relationships based on 
adding value. Servitization enhanced what we already 
offered, and the improvements are long term and have 
had a major impact on the business.”

In 2020 LG Davis won a new contract to become 
single source supplier for a local NHS trust. The work 
incorporates all areas of print management. The 
customer benefits from pre-agreed prices for all lines 
and LG Davis calculates average usage and stores, 
picks, packs, and deliveries, taking the hassle out of 
procurement through advanced services.
 
Servitization has also changed relationships with 
commercial customers as LG Davis offered services to 

lift the burden of procurement (see case study below). Be it 
print or brand merchandise, the SME saves clients time and 
money by handling the entire process for them. Individuals 
can order small quantities whenever required via an online 
system and managers can pull off data reports to keep 
track of who is ordering what.

“Customer satisfaction and retention is high”, says Liz. “We 
have always put their needs at the heart of our services 
but this helps us to take it to the next level. Everything is 
taken care of for them and the historical data we provide is 
very valuable. We just meet for an annual review and in the 
meantime, contracts run along very smoothly.”

Due to LG Davis’ forward thinking and customer focused 
approach, the company has bounced back quickly 
following the pandemic. The business is forecasting 
12% growth this year, which is very impressive within the 
fragmented and overcrowded print industry. Liz estimates 
that around 5% of that growth is attributable to the added 
benefits of servitization.
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We have always put our customer needs at the 
heart of our services but this helps us to take it 

to the next level.
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Future plans

The business has already recruited two new members 
of staff to meet increased demand for warehousing and 
customer services. The SME has a target of increasing 
turnover from £3 million to £5 million over the next three to 
five years and will do so by putting servitization at the heart 
of a commitment to continuous business improvement. 

LG Davis has recently acquired a couple of small print 
companies to increase capacity and is talking to their 
customers about the value of advanced services. It is 
taking on four apprentices to support future growth and is 
focused on projects such as developing data collection and 
reducing carbon footprint through consolidating deliveries 
and generating some of its own electricity.

Get on board

“I’d advise any business to go and talk to the team at 
Aston”, says Liz. “Go in with an open mind and find out 
what servitization can do for you. You may well find that 
you’re already doing some form of servitization on an ad 
hoc basis. The programme will teach you how to make the 
most of it and grow your business.”

Liz describes the servitization journey as transformational. 
Despite completing the ASG programme in 2018, she still 
attends events to share her experience and learn about the 
pains and gains of other SMEs. 



Case study

For some years, LG Davis was supplying unprinted 
perforated paper to an international manufacturer based 
in Birmingham. The business had built a good relationship 
with its customer and saw the opportunity to use 
servitization as a means of adding value.

Talking to the manufacturer they looked at ways to help 
the company address pain points. The team had a meeting 
with the Procurement Manager and explored how it might 
provide services which helped cut costs and streamline 
operations. The priority was to reduce their financial 
and admin burden through a coordinated approach 
encompassing the group’s 50 UK branches.

LG Davis set about building a bespoke online procurement 
hub, offering predetermined pricing, 24-hour ordering 
availability, brand consistency and centralised reporting. 
The system was rolled out over three months during which 
time more products were added to the order list. Staff were 
given training and user guides, whilst a dedicated email 
address and admin team were set up to handle enquiries. 
Taking the time to offer a bespoke service which helped the 
manufacturer simplify its everyday ordering not only helped 
to save the company money but time and resources.

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


