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Executive summary
The IO1 “Circular Economy Servitisation Model Needs Analysis Report” aims to compile
the training needs on the circular economy servitisation model of both trainers and
learners. The IO1 was removed from finnancing. The partnership considered necessary
to develope the analysis for a better understanding of the needs. Following table shows
the number of intisutions, trainers and learners interviewed.
Institution
SME
Trainers
Learners
SPI
1
2
UJI
1
2
3 focus groups
GIJON
1
5
2
GREECE
1
1
Table 1: number of intisutions, trainers and learners interviewed.
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Staff (SME), expert,
The staff of companies that have been interviewed have been already from the third
sector (services).
• Well-being monitoring solutions (SPI)
• Web-based software (UJI)
• Energy consultancy (GIJON)
• Business accelerator (GREECE)
The term “Circular Economy” was generally known:
• associated to the principle of closing the loop that till now, ended by the
disposal of the waste.
• The improvement of resources, that is; reducing, reusing and recycling
• Economic model that decouples economic growth and development from the
consumption of finite resources (GREECE)
The concept of “servitisation” was not precisely known, but staff could relate it to
moving from product to service, and prioritize services or supplies leasing versus
buying. GREECE seemed to have a very good idea of those concepts, being the
outcome of the industry the service, rather than one-off sale.
All SME are currently offering services, so from their understanding they are already in
the circular economy and servitisation business model. Still, after explaining how this
business model is implemented, there are some misunderstandings. First about
providing a solution and later a service, later of providing more value to the delivery of
the main product (a software service) than to the maintenance (long term service).
The idea of circular economy in understood from the perspective of reusing hardware
or software pieces.
All SME are interested on the idea of improving their business model by offering
services that provide an increased value to their customers. All SME are mainly
focused on services. Still the idea of servitisation and circular economy remains unclear
for the SME and sometimes with difficulties for implementing:
• How to reuse hardware and provide it as a service when people do not like
things already used.
• Services are seen by the customer as a maintenance fee, not a value-addedservice (related to online website design). Perhaps the mistake has been that
the company could not make that view clearer.
Some advantages are remarked:
• Customers do not have to spend a lot of money for one single product, only a
renting during the period of time they need it. This increase the
competitiveness of the business.
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SME include the customers in the user needs analysis phase of the product
development (SPI and UJI) or in the testing (GIJON, GREECE)
SME only include Seniors during product or service development they are their target
(SPI), although they would be willing to include them in some phases of the service
design, and sometimes considering this participation very important (GREECE).
About training. All SME acknowledge of the need of training; it can increase the
competiveness of the company and offer of more value to their customers. GREECE
suggested the topic “How to use and measure the benefits of servitization on existing
business”
The skills are:
Learning unit proposed
Introduction to Circular EconomyIntroduction to Servitisation
Shift towards services (making business
open new services in the market)
Consumer changing behavior – shift
towards services (increasing the
demand)Involving seniors in any phase of this
strategy, as in the design, as
consumers….Quality framework for Circular Economy.
The Servitization Business Model

Other…

Comments
Yes, the organizations have to adapt to
this model
Yes (2)
Yes (2)
New business models
Suggestions or ideas
It is not easy to change consumer
behavior.
Yes
It is essential
It depends
Yes (2)
It is essential to find new business
models in this area so that consumers
are willing to join
Yes (2)
How to use and measure the benefits of
servitisation on existing businesses
(GREECE)

Generally, SME does not work with distributors (only as supplier), with following
exepcitons:
• GIJON, but they think it would be difficult to involve in this model.
• GREECE, yes very actively, as multipliers.
All SME think that there will be advantages if they move towards servitization.
Following barriers have been identified so far:
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•
•

The customer prevention to use already used hardware or to buy supplies.
Not capacity to access the production phase of the product they are serving
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Trainers
UJI1 and UJI2 trainers currently are offering courses and educational activities to
senior learners , they are from the Humanities and Business area. Those both trainers
ideas have been separated using UJI1 and UJI2 as their perspectives are different and
has not been possible to integrate them.
Senior are at least 55 years old and the main interest is to be updated in an always
changing society, access to scientific knowledge, become active citizens, and to be
integrated.
•
•
•

UJI1: teach F2F, although, materials are available online.
UJI2: With an active methodology, complementing the delivery of theoretical
concepts with the participation of students, providing their vision and
experience. Promoting mutual learning.
GREECE: F2F

GREECE trainer area is on sustainable development and social economy and
entrepreneurship. Their trainees are students and adults (18-65)
Their knowledge on Circular Economy is very general and is influenced very clearly
from their area of knowledge or topics they teach
• UJI1: related on the business ethics knowledge area, acknowledging that
nowadays can be outdated.
• UJI2: Circular Economy as a continuous flow of knowledge that guarantees the
learning among the students and also towards the trainer.
• GREECE: focused on sustainable development and green entrepreneurship, not
specialized topics.
UJI1 and UJI2 do not know what Servitisation clearly means, apart what that single
word can mean. After explaining, and relating it to Circular Economy idea, it seems
clear that both concepts are very linked, but from a holistic perspective: applying the
servitization during all the product development, till the use and including recycling.
From the interview extract, it is not clear if the trainer understand the concepts behind
the CLEAR project.
The UJI2 trainer has adopted the idea of circular economy and servitization inside the
educational center, not as a business model, but as an educational model. UJI2
understands “service” as social responsibility in any of our relations, social
participation, and active citizenship. All the training received by the learners should be
service-oriented, exploiting it by other people, so everybody can benefit of
development of individuals.
The GREECE trainer seems to have the concepts clearer “Servitization is the delivery of
a service component as an added value, when providing products. Instead of just
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selling a product, the company offers a holistic service to the customer. This may
require to change the approach of the typical business model and to redefine the
added value provided to the customer”
UJI1 is not convinced about the interest of the students about Servitization, only if that
topic is correctly addressed, as a reflective seminar, or workshop. UJI2 is strongly
convinced that learners could be interested. UJI2 keeps focusing on the educational
context, therefore the servitization and circular economy should be understood as a
teaching methodology, that promotes sharing and using the senior learners’
knowledge.
From the perspective of GREECE, the trainers would be highly interested on the topic
Regarding the question if SME could be interested in servitization business model:
• UJI1: SME have not the necessary knowledge and resources for this model.
Locally is it is being offered by NGO
• UJI2: Yes, otherwise they could be losing opportunities. SME should not be
based on old principles. The organization should be based on the present
circumstances and needs.
Regarding the question if SME could be interested in adopting Circular Economy
principles, the opinions are the following:
• UJI1: There is a great lack of knowledge among the SME, although they are
applying that concepts intuitively. Guidance and help should be provided to
lead and manage their company under those principles.
• UJI2: Understanding the circular economy as dynamic exchange between all
agents involved in a business that generate positive results.
• GREECE: yes, as far they find out economic benefits it can provide.
Following are the comments related to the learning units proposed
Learning unit proposed
Introduction to Circular Economy
Introduction to Servitisation
Shift towards services (making business
open new services in the market) Consumer changing behavior – shift
towards services (increasing the
demand)
Involving seniors in any phase of this
strategy, as in the design, as
consumers….
Quality framework for Circular Economy.
The Servitisation Business Model
Other…

Comments
Yes (3)
Yes (2)
Yes
Yes (2)
Yes (3)
Yes
Yes (2)
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UJI1, GREECE: have never involved seniors in business training or exchange of knowhow
UJI2: Yes; involving trainers, learners, third-parties (social agents, stakeholders,
decision makers, media organizations) in the knowledge development.
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Seniors
2 seniors interviewed were learners in universities of the third age or other non-formal
courses (SPI1 and SPI2), 2 are not currently attending a course (GIJON1, GIJON2)
They all had a high qualification and professional experience, furthermore GIJON1 has
extensive business experience.
The topic about circular economy and servitization is not clear (SPI1, SPI2). The most
related words they told was: relating economy to money, something circular. All
interviewees tried to explain what it could be about.
After explaining, in general terms for them is easy to understand, they could associate
to what they have heard on the news, ads, family, etc.
They consider it beneficial generally, linked with following ideas:
- Reducing waste and promoting a green environment
- Repairing equipment or the one that is obsolete, give to any ONG
This indicate that circular economy and servitization is a complex concept, and more
effort than a simple explanation should be made.
GIJON1 know what Circular Economy was and about Servitization, GIJON1 learnt it
when hearing on the media; now owing the product but benefiting the service it
provides.
There were doubts about servitization; its application and utility, for example:
- There must be a clear proof that renting something is economically feasible.
Example of laundries, which require not only money when you use that service
but also having to carry all the clothes outside your home.
- If you buy a product, then you take more care of it, if you have it borrowed
then people tend to spoil it.
- People need to buy something to show it to others, as a way of external sign of
status.
- People will only use a service instead of buying a product if it is not only
economically advantages, but also easily available, fast, and easy to use.
Senior learners know that market if shifting toward services but in a very general way,
as they heard something in the news, family, and other contexts. Also, not about
“servitization” exactly, but about new consumer trends, observation of ads and
evolution of economy.
Still, this change towards services is very low; people will not change their costumes in
short term.
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Everybody was willing to learn more about the topic and be part of it, the main
reasons they provide was because of intrinsic motivation with following main reasons,
in this order;
- Senior citizens feel on the duty of being aware of new trends with the main aim
to feel included, acknowledging that this is already happening with a critical
attitude (with or without being willing to be part of it)
- Senior citizens wish to learn about what is happening nowadays (curiosity)
- As senior learners that are already involved in educational programs, are
always willing to learn about interesting topics.
There is a strong sense of recycling or finding new uses of products. Typical uses go
from recycling paper, plastic or glass, but with some cases also:
- Cleaning with not chemical detergents (environmentally friendly) when
possible
- Cleaning clothes with clothes
- Reusing plastic supermarket bags
- Composting
All learners responded yes to sharing their experience with companies, with positive
attitude, sharing ideas, some of them with comments; depends of availability (time
required and distance)
All learners agree about testing products or services. Some added conditions:
- There is not any cost form them
- That the service is useful for them
- If fulfils ethical issues
- Depending on the case (first knowing the precise product or service)
GIJON1 showed a very positive attitude for being part of this shift, promoting change,
exchanging know-how or testing.
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Conclusions
Companies are offering nowadays services, but the business model is mixed without
making full advantage of servitization. The concepts are generally not clear and we
suggest to introduce the concept of servitization understood as a business model
change, not only about offering services.
There is a positive attitude for staff training and the involvement of seniors in the
business model design, and sometimes it is even considered crucial from two
perspectives; they can be customers but also because of their life experience. For
young students (some organizations work with learners in business and
entrepreneurship topics), servitization and circular economy courses and competences
would be highly appreciated. The CLEAR project should have in mind those different
target groups.
The main difficulties companies have to shift towards servitization are the customers.
We propose to provide examples and scenarios for a mind-change in customer,
thinking on the fact that this business model can benefit them in two ways: being
cheaper, and offering long-term added value.
When staff or trainers were asked about examples or ideas about where/how the
servitization could be applied in the circular economy context, replies where short or
very broad. Therefore, from this user needs analysis, not any study cases can be
proposed, anyway, following are the topics introduced:
• New business opportunities for the reuse of books, DVD or VHS tapes, clothes.
• Sharing cars
• Supplies leasing
• Knowledge management (from seniors learners)
About topics that should include the course curricula, following is the summary:
Learning unit proposed
SME
Trainers
Introduction to Circular Economy3
3
Introduction to Servitization
2
2
Shift towards services (making business open new
2
1
services in the market)
Consumer changing behavior – shift towards services
2
2
(increasing the demand)
Involving seniors in any phase of this strategy, as in the 1
3
design, as consumers….Quality framework for Circular Economy.
3
1
The Servitization Business Model
3
2
Other…
Other topics suggested:
• How to use and measure the benefits of servitisation on existing businesses
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Annex I. Surveys/Interviews guidelines and templates
Guidelines
• This is a qualitative research, that means that it is not a survey, but a
questionnaire that should be used as a guide for an interview. If any of the
interviewee explains something or you feel that you can go deeper in any
topics, please do not hesitate to ask and report it. Questionnaires are only a
guide.
• You can fill the replies below each question in the same document, remember:
2 trainers or seniors per institution, 1 expert
• I do not need a voice record, neither an informed consent in a written form, it
is up to you and your legislation.
• As there will not be statistical data processing for the survey results, I have not
included selection of items (as age groups, types, areas...). Please, write the
detail after the question. If any person do not want to provide such
information, do not force him/her.
• Be open minded, for example, when asking questions as "Experience of adult
training in years" says that it depends, or different situations, or type, etc. do
now worry to write it detailed.
• Provide to the expert, trainer or student some context about the project. Thank
him/her the participation.
• Sometimes for the person that is interviewing versus the one that is being
interviewee there are different points of view, as what is circular economy?
what is servitisation?... for us is good to know what other people know, so a
"yes, I know" or "no, I don't know" are not good answers and those do not
provide information for the research. it is good to extract his/her perpective,
what they think or they know even if it is wrong, as it helps to design further
training actions. Later you can clarify or help to understand what is the project
about.
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CLEAR questions for surveys
Interview guide for Trainer
1. Generic information – name, email, age group, type of trainer
2. Experience of adult training in years, subjects
3. Target group of trainees: which type of trainees do you teach (usual type of
students, and aims)
4. How do you usually teach? Online, F2F, blended, other?
5. Experience in teaching Circular Economy, if yes, which topics?
6. Do you know what the term “Servitization” means? Yes/no. If yes, can you
explain it?
a. Note: if he/she answers No, you should explain him/her what means
Servitization means. Discussion is encouraged to clarify concepts and
also for next questions.
7. In which Circular Economy context do you believe that Servitization can be
found?, do you know examples? How it can be related?
a. IMPORTANT: ask for examples, ideas or topics.
8. Would your target group of trainees be interested in learning about
Servitization? If yes, which aspects or which topics? (subjects, courses,
workshops)
9. Do you believe that SMEs in your country are interested in the Servitization
Business Model?
10. Do you believe that SMEs in your country are interested in adopting Circular
Economy principles?
11. Which of the following topics would SMEs and seniors be interested to learn
(tick all that apply) ALSO: can you provide some topics or knowledge
(theoretical, or practical, examples) that could be interesting to teach them.
1. Introduction to Circular Economy
2. Introduction to Servitisation
3. Shift towards services (making business open new services in the
market)
4. Consumer changing behaviour – shift towards services (increasing the
demand)
5. Involving seniors in any phase of this strategy, as in the design, as
consumers….
6. Quality framework for Circular Economy.
7. The Servitisation Business Model
8. Other…
12. Have you ever involved seniors (as trainees or general population) in business
training or exchange of know-how? If yes, please explain.
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SME questionnaire (expert) guide
1. Generic information (type of business, years of operation, sector of business,
number of employees) – all option groups
2. Do you know what the term “Circular Economy” means? Yes/no. If yes, please
explain.
a. If NO, you should try to explain what it means, with some examples.
Discussion is encouraged to clarify the meaning from both perspectives,
then you can move forward
3. Do you know what the term “Servitisation” means? Yes/no. If yes, please
explain
a. Again, if NO, try to explain
4. Has your business implemented or used Circular Economy in their operation /
lifecycle of product or service development?
5. Are you interested in service provision? Yes/no.
a. if yes, have you organized any specific actions towards providing
services?
b. If no, why? (lack of information, needs, need of resources…)
6. Do you have products that can create services for your consumers? Yes/No.
a. If yes, which type of products? (i.e. renting instead of selling)
b. If no, why?
7. Do you involve consumers in any phase / stage in your business development
(i.e. testing a new product before market launch). Yes/No.
a. If yes, when and how.
b. If no, would you like? Do you consider convenient? How would it be
better?
8. Would you involve or discuss with seniors to get their viewpoint when
designing or working on a product, or when thinking of a new service?
9. Do you think you need to have extra training or specific skills in the area of
Servitisation in order to move/shift towards services as a business?
a. If you have enough expertise: how do you think it would be the best
way to transfer it? Which content, topics or experience could be the
most convenient (as examples, learning units, etc.)
b. If you need training expertise, what are your needs?
10. Which of the following skills would you need in order to move/shift towards
services? Tick all that apply. ALSO provide some ideas or examples that you
think could be interesting to focus.
a. Introduction to Circular Economy
b. Introduction to Servitisation
c. Shift towards services (making business open new services in the
market)
d. Consumer changing behaviour – shift towards services (increasing the
demand)
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e. Involving seniors in any phase of this strategy, as in the design, as
consumers….
f. Quality framework for Circular Economy.
g. The Servitisation Business Model
h. Other…
11. Do you work with distributors?
a. How do you think they could be involved in this Servitisation and
Circular Economoy process?
12. Do you think there are advantages for your company if you shift towards
Servitisation?
a. If you think YES, why you have not yet shift towards servitisation (which
barriers)
b. If you think NO: why? (it can be because they do not know, or because
they have a bad business experience)
13. Other?
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Guidelines for seniors’ questionnaire
1. Generic information – name, background profession, years of working
experience
2. Are you attending to any course, academy, training institution, etc. currently or
recently?
3. Do you know what the term “Circular Economy” means?
4. Do you know what the term “Servitisation” means?
a. NOTE: if they do not know what means, explain to them
5. Are you aware that the market is shifting towards services? i.e. consumers
request more services rather than products i.e. rent instead of buy. Yes/No.
a. If YES: where have you heard it? What do you know?
b. If NO: would you like to know more?
6. Would you like to be part of this service shift? Yes/No?
a. In any case, ask why
7. Do you recycle or find alternative use of products and materials in your spare
time?
8. Would you like to exchange know-how of your experience with companies?
9. Would you feel comfortable in testing various products or services and discuss
your experience with business owners?
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