
XaaS:  
How midsize 
organizations  
are innovating 
services

Research highlights
A comprehensive survey by SAP and Oxford Economics explored the views of 750 executives  
in midsize service-focused organizations. The results highlight how they’re adopting technologies 
and adapting to customer demands to drive growth and performance.

1

Overcoming 
barriers to 
growth

38%
of executives cite 
scalability as a major 
hurdle to meeting 
customer demands

40%
report that rapid 
obsolescence of their 
offerings – and the need 
for continuous innovation 
– is a key challenge

40%
say finding the right talent 
is a barrier to achieving 
their growth agenda 

2

Monetizing 
services to stay 
competitive

26% of respondents 
ranked fulfilling and 
delivering services 
efficiently and on time 
as the top priority for 
securing competitive 
advantage

34% emphasized the 
importance of streamlined 
project plans based on 
accurate costings for 
increasing profitability, 
competitiveness,  
and efficiency

36% identified the ability 
to easily replicate  
and adjust successful 
projects during the 
bidding process as most 
impactful on profitability

3

Adopting the 
right technology 
to meet customer 
demands 

78%
of service-focused 
companies have 
embraced cloud  
solutions to enable 
agility and deliver the 
experiences that today’s 
customers expect

53%
plan to adopt AI within 
the next year to drive 
operational efficiency  
and productivity, and  
gain insights into  
customer behaviors 

58%
are held back by legacy  
IT, so the focus is on 
getting the operational 
backbone that can 
support faster service 
delivery and a more-
scalable business model

Respondent breakdown   
This report focuses on the responses of 
750 executives in finance, IT, product 
development, sales, and executive office roles:  

 ■ Executive titles: Chief Executive Officer, 
Chief Operating Officer, Chief Financial 
Officer, Chief Marketing Officer, Chief 
Purchasing Officer, Chief Technology 
Officer, Chief Information Officer, Chief 
Digital Officer, Chief Product Officer, Chief 
Sustainability Officer, Chief Procurement 
Officer, and their direct reports.

 ■ Sectors: Professional services, industrial 
manufacturing, high-tech hardware, high-
tech software, media, entertainment and 
communications, mills products, banking, 
wholesale distribution, consumer products, 
automotive, travel and transport, public 
sector, and retail

 ■ Revenue (USD):

 ■ Company size: 

 ■ Locations: United States, India, Brazil, 
Saudi Arabia, France, China, Japan, 
Canada, Italy, Netherlands, United 
Kingdom, Australia, Germany, Singapore, 
South Korea, Mexico, Malaysia, Switzerland, 
Austria, Taiwan, New Zealand, Indonesia, 
Ireland, Philippines, Spain, Denmark, 
Finland, Norway, Sweden 

 ■ Dates fielded: October – November 2023

Less than 
$100 million

Between  
$100 million and 

$500 million

Between  
$501 million  
and $1 billion

29%

39%

33%

Between 200 and 499 employees

Between 500 and 999 employees

Between 1,000 and 2,499 employees

Between 2,500 and 5,000 employees

36%

21%

23%

20%

RETHINKING 
SERVICE 
INNOVATION: 
HOW BUSINESS MODEL 
TRANSFORMATION  
DRIVES GROWTH

Learn more
Discover proven strategies for 
leveraging technology to accelerate 
service innovation and drive business 
growth and profitability. 

Contact your SAP partner for a free 
copy of the report.

About the research

Oxford Economics and SAP gathered insights from more  
than 750 executives in service-based organizations across  
a variety of industries and over 100 countries.
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