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Performance of Industrial Service SMEs: A Conceptual Framework and Diagnostic System

The services sector plays a dominant role in the economy of most industrialized countries. In Canada for instance, this sector employs approximately 75% of the labour force, thus more than the manufacturing sector, and comprises both services to individuals/consumers and to organizations/enterprises. In this regard, industrial service SMEs (small and medium-sized enterprises) are the object of particular attention from governments, given that they have become indispensable to the manufacturing and innovation "networks" of countries such as Canada. In the new global, knowledge-based economy, manufacturing enterprises, including SMEs, can rarely maintain or increase their competitiveness alone, hence the strategic necessity to collaborate with industrial service SMEs, most often within a network organization context. In this perspective, what "services" are most strategic and what are the key determinants of the performance of industrial service SMEs? In this paper, we develop a conceptual framework as a foundation to a research program designed to answer such questions, highlighting these organizations' needs and challenges with regard to their business practices. This framework's usefulness is illustrated by presenting an expert diagnostic system meant to evaluate and link the practices and performance of industrial service SMEs, and whose design is based on the conceptual framework.

1.

Introduction

The advent of globalization, of a knowledge-based economy and of new communication and information technologies has produced an important industrial restructuring in many countries. If unplanned or badly planned, this restructuring may have negative consequences on employment and wealth. In recent years, there has been a massive loss of employment in the manufacturing sector, sector that was always considered to be the economic engine of developed countries (Léo and Philippe, 2006). Manufacturing firms in these countries now face challenges that may be insurmountable for many [START_REF] Raymond | Globalization, the knowledge economy, and competitiveness: A business intelligence framework for the development of SMEs[END_REF]. For example, the pressure on production costs exerted by Asian firms in many industrial sectors is a phenomenon that keeps growing. This evolution of the role of various actors in the world economy is such that a great part of the manufacturing employment is shifting toward the emerging countries, whereas the developed countries that used to be most industrialized are seeing this employment being replaced by employment in the services sector.

A quick look at historical data shows that the transfer of employment to the new emerging economies and the increase of the services sector in the developed countries are not recent phenomena. The Conference Board of Canada (2004) indicates that as far back as 130 years ago, employment in the developed countries have shifted from the resources sector to the manufacturing sector and then to the services sector. This explains why the percentage of manufacturing employment in Canada and the United States has significantly diminished in the last century. Countries in Southeast Asia are those that are presently benefiting from these structural changes.

Given this new reality, the developed countries must review their policies and adapt their economy (OCDE, 2005). In the specific case of small and medium-sized enterprises (SMEs)1 in the manufacturing sector in these countries, these have no other choice but to modify their operations and development strategy in order to offer a product that is highly differentiated, distinctive and value-added [START_REF] St-Pierre | Mondialisation de l'économie et émergence des pays asiatiques: réactions de PME québécoises, 8 e Congrès international francophone de la PME[END_REF]. To be able to offer such a product at a competitive price, these SMEs must specialise more and more and externalise activities in which they have less expertise and above all that they cannot realise at low cost.

In facing this situation, owner-managers of manufacturing SMEs must change their vision of their firm, that is, from that of a "castle" to that of a "network" [START_REF] Julien | The network enterprise: Ten years of experience at the Bombardier Chair, 1993-2003[END_REF]. The castle metaphor presents the firm as a closed organisation that is self-sufficient and does things in its own way. Whereas the network enterprise is open both internally (collaboration between departments, participative management, etc.) and externally (cooperation with other organisations, business intelligence, etc.) and adopts a customer-centered strategy, where the quality of products is superior and flexibility is increased. Also, the networked enterprise is more specialised and cooperates with other firms that have the knowledge, know-how and resources required to complete its product offer with regard to the activities that are outside its own core competencies. These characteristics of the new economy for the developed countries place the emphasis on the industrial services sector in its role within the development and competitiveness of the manufacturing sector. This increase in the industrial services sector is particularly important in those highly-industrialised countries where the production costs of manufacturers constitute an obstacle to their growth and even to their survival.

Notwithstanding its growing importance, there is as of yet little knowledge of the specific nature of service SMEs 2 and on their operation, as well as little interest on the part of researchers and governments (e.g., [START_REF] Sauvé | Les industries des services dans l'économie du savoir: un résumé[END_REF][START_REF] Acharya | L'économie des services au Canada: aperçu, in Les industries de services et l'économie du savoir[END_REF]. To the extent that these enterprises may become the new economic engine in a number of countries that are undergoing an industrial restructuring and a shift to the knowledge industry, it becomes more urgent to obtain a reliable and complete portrait of the reality, the needs and the challenges of service SMEs. This has also led some to call for the development of a "services science" discipline (IBM Research, 2004;[START_REF] Chesbrough | A research manifesto for services science[END_REF].

As an initial effort within a research program on service SMEs, the present study was undertaken in order to provide Canadian governmental authorities with answers to these fundamental questions. As is the case for manufacturing SMEs that are provided with various forms of governmental aid and support, service SMEs could require the same type of intervention, but in a form appropriate for their specific needs. More extensive and deeper knowledge is necessary however in order to provide assistance that is relevant and adequate.

In the next paragraphs, having recalled the economic importance of service SMEs, we will center our discussion on their role within the environment of the manufacturing enterprise that, for most industrial service SME, remains the principal customer. Presenting a value chain management model will then facilitate the identification of the "key" or strategic services required by manufacturers to increase their competitiveness. Next we will be able to highlight the needs and challenges that must be met by industrial service SMEs and to identify "good" business practices that they should implement. We will conclude by presenting an expert diagnostic system designed to link the actual practices of industrial service SMEs to their global performance and vulnerability and, in so doing, to constitute a database for the planned research program.

Role and growing importance of the services sector

The service industry occupies an increasing part of the world economy. As estimated by the Organisation for Economic Co-operation and Development (OECD), this sector represents more than 70% of jobs and of the value added in the economy of the developed countries (OCDE, 2005). In 2001, services represented 72% of the gross internal products (GIP) of the developed countries, 57% of the GIP of the European Economic Community (EEC) and approximately 52% of the GIP of the developing countries [START_REF] Mdeie | Réflexion sur l'industrie des services: Bilan et perspectives[END_REF]. For the OECD, the interest in services is justified because they constitute an essential mean to increase employment, productivity and innovation within its member countries (OCDE, 2005).

In Canada, the proportion of services within the GIP has risen from 45% twenty years ago (Strategis, 2006) to 69% in the most recent estimates obtained in 2003, along with 75% of total employment and 35% of R&D investment [START_REF] Mdeie | Réflexion sur l'industrie des services: Bilan et perspectives[END_REF]. Among the sub-sectors that have most contributed to the rise of the service industry are wholesaling, professional, scientific and technical services, as well as the information industry and the cultural industry. In fact, all of these service sub-sectors have had a growth rate that is superior to the manufacturing sector's growth rate [START_REF] Acharya | L'économie des services au Canada: aperçu, in Les industries de services et l'économie du savoir[END_REF].

The services sector is also showing signs of high growth in certain Asian countries such as Taiwan, Japan, Singapour and Hong-Kong. This phenomenon can also be explained however by the greater specialisation of manufacturing enterprises (Wirz, 2000). Indeed, specialisation allows firms to benefit from economies of scale or of knowledge and thus produce at lower cost and often in a "unique" manner a product comparable to the one produced by its competitors. This increased efficiency originates in the specialised firm's capacity to develop advanced knowledge that allows it to improve its service and thus remain competitive. Whereas the non-specialised firm, for whom the notion of service is less relevant and less important, will not allocate as much resources to it, notably in terms of R&D; also, in this case, the service cost is a more marginal component in the total manufacturing cost. This specialisation of activities is seen as an important advantage for national economic development and wealth creation [START_REF] Mcrae | The World in 2020[END_REF]. Rather than realising by itself all activities necessary to design, fabricate, market and service its own products, a manufacturing enterprise would thus be called upon to concentrate more on fabrication and work in partnership with specialised firms with regard to the other activities. Czarnitzki and Spielkamp (2000) go further by affirming that the services sector constitutes the "bridge for innovation" not only for itself but also for the manufacturing sector that it supports more and more. Innovation in manufacturing cannot be done without the contribution of industrial service SMEs that have become suppliers, users, designers and intermediaries in the transfer of knowledge and technology. In summary, these firms now play the lead role in the product development process and in the knowledge economy.

Models of collaboration between the manufacturing and services sectors

Service and manufacturing enterprises can contribute to a country or region's economic development by co-operating or working in synergy. To illustrate the relationship between the two sectors, one may recall with [START_REF] Pilat | Measuring the interaction between manufacturing and services, STI Working[END_REF] that manufacturing a product such as a motor vehicle requires a wide range of services such as R&D, marketing research, design and human resource management (HRM). Moreover, such a product is now sold as "packaged" offering that comprises, for instance, services related to its financing and its maintenance.

Previously considered as being "peripheral" to the manufacturing industry, the service industry is now considered as a dynamic component that is essential to the development of manufacturing firms and to their creation of value (Léo and Philippe, 2006). In the knowledge economy where no one firm can dominate the market or sustain a competitive advantage for long, strong and sustained collaboration with various economic partners has become necessary to the survival of manufacturing firms in the developed countries, and manufacturing SMEs in particular [START_REF] Julien | The network enterprise: Ten years of experience at the Bombardier Chair, 1993-2003[END_REF]. The need for these firms to specialise and reduce their costs has contributed significantly to the growth of the services sector. [START_REF] Wirtz | Growth of the service sector in Asia[END_REF] has identified two other determinants of growth in the services industry, namely the deregulation of certain markets such as telephone and cable services, and the development of information technologies including the Internet that enable business intelligence and facilitate business transactions. With the creation of numerous service enterprises that now provide communication and information services, manufacturers are now able to further reduce their costs and increase their effectiveness [START_REF] Raymond | Assimilation of e-business in manufacturing SMEs: Determinants and effects on growth and internationalization[END_REF]. The skills and competencies of human resources in the services industry also constitute growth factors for this industry, as they constitute an important indicator of innovation as well as an assurance of the quality of services offered. One may also note the flexibility of the labour market in the services sector, with a higher rate of part-time and temporary employment as well as a higher rate of female employment than in the manufacturing sector (Czarnitzki and Spielkamp, 2000;[START_REF] Mdeie | Réflexion sur l'industrie des services: Bilan et perspectives[END_REF].

A most important implication of the growth of the services sector is that it contributes to increasing the competitiveness of a national or regional economy as a whole because specialised services tend to reduce the cost of manufactured goods [START_REF] Wirtz | Growth of the service sector in Asia[END_REF]. Another implication is obviously that it brings down the relative proportion of manufacturing jobs in the total job market; but these jobs are not always lost however, but are often "transformed" by the manufacturing enterprises themselves in deciding to externalise or outsource part of their activities in order to be able to offer a unique product to their national or international customers [START_REF] Léo | Les PME et les couples produits-services à l'exportation[END_REF][START_REF] Léo | Profils d'internationalisation pour les services[END_REF].

Notwithstanding the growing importance of industrial service firms, little is known on how these firms operate and even less on how they interrelate with manufacturing firms. The boundaries of manufacturing SMEs are being reshaped, given their increasing ties with service firms to whom they transfer various specialised activities [START_REF] Merino | Business services outsourcing by manufacturing firms[END_REF]. It is in order to bridge this knowledge gap that the present research program was undertaken. We wish to increase our understanding of the organisation as well as of the success factors of the network enterprise that is emerging as a particularly effective industrial mode in the context of the knowledge economy [START_REF] Julien | The network enterprise: Ten years of experience at the Bombardier Chair, 1993-2003[END_REF].

As noted by Léo and Philippe (2006), the great heterogeneity of the services sector often makes it a "hodgepodge" that comprises firms with totally different realities, thus rendering its study as a whole almost impossible. Thus one cannot attempt to characterise the workings of service SMEs without circumscribing certain parameters to limit the research to specific sub-sectors. Given our interest in the development of the network enterprise, within which a manufacturing SME can increase the quality and value of its products, it was decided to focus on those services most relevant to this type of business environment. Starting with [START_REF] Porter | L'avantage concurrentiel[END_REF] value chain model and taking into account the breakdown of manufacturing activities, that is, essentially the "deliver products and services" core business process as defined in the process classification of the American Productivity & Quality Center [START_REF] Apqc | Process classification framework, American Productivity & Quality Center[END_REF], various manufacturing functions were identified for which external services could be required.

As presented in Figure 1, manufacturing functions are categorised as either "basic functions" needed to design, produce and deliver the product or as "support functions" that are required by the organisation as a whole and not specifically by the manufacturing process. For each activity in its value chain, the manufacturing SME will require specialised services from the following service sub-sectors as identified by national or international standard industry codes (SIC): -marketing: market studies and surveys, publicity and related services, call centers; -R&D: legal services, engineering and R&D services, draughtsmanship and design services, laboratory testing services; -production: equipment/materials/supplies wholesaling and distribution, packaging and labelling services, repair and maintenance of electronic and precision equipment and of industrial and commercial equipment, leasing of industrial and commercial equipment; -logistics: wholesaling and distribution of various products, brokering services, transport services, postal and messaging services, repair and maintenance of motor vehicles; -finance and accounting: management consulting services, banking services, financing of sales on credit, accounting, fiscal, book-keeping and payroll services; -information systems and technologies: telecommunications, Internet service providers, business intelligence services, systems development, evaluation and consulting services; -human resources: professional, scientific and technical, administrative and support services, training services.

While all are categorised within the services sector, these sub-sectors show a number of distinctive traits and their contribution to the manufacturing enterprise varies. This contribution will be important to the extent that the service is directly integrated to the product and adds value to it. We will thus focus on the industrial service's link with the product rather than on its intangibility3 . In analysing their role, industrial services were regrouped under the following three criteria: nature of the service, knowledge required to provide the service, and value added by the service to the products of manufacturing SMEs. The following classification was thus obtained: high-knowledge value-added services, high-knowledge support services, and technical/functional services that are equipment-based and rely on less highly educated personnel. Moreover, focusing on the service's integration to the product will provide meaning to the network enterprise concept because the partners in such an enterprise have a common objective of developing and commercialising a value-added product with an emphasis on shared innovation [START_REF] Julien | The network enterprise: Ten years of experience at the Bombardier Chair, 1993-2003[END_REF].

Challenges of service enterprises and key factors for their development

In order to integrate itself to the manufacturing firm's value chain, the industrial service SME must offer a service that is unique, priced competitively and responsive to its customer's exigencies in matters of quality and delivery. This leads the firm to value its human resources as its most prized asset (intellectual capital) that, when compared to the manufacturing SME, are often better educated and more professionalized. From "resource-based view" [START_REF] Barney | Firm resources and sustained competitive advantage[END_REF], the competencies of the service firm's personnel remain a key factor, given their direct and most often personalised interaction with the customer, in the attainment of the firm's strategic objectives. In order to acquire, preserve and protect these competencies however, industrial service SMEs must implement specific HRM practices such as recruitment, performance evaluation, mobilisation and remuneration practices that are appropriate [START_REF] Barrette | Les entreprises de haute technologie et leurs pratiques de recrutement, de sélection, d'évaluation du rendement et de rémunération[END_REF]. In this regard, informing, training and mobilising personnel appear to be particularly important to achieve innovation and quality [START_REF] Wills | Qu'est-ce que la « mobilisation » des employés? Le point de vue des professionnels en ressources humaines[END_REF][START_REF] Fabi | La GRH, levier de développement stratégique des PME[END_REF].

To achieve an effective relationship with customers, innovation and frequent renewal of its service offering are also considered to be elements of the performance and survival of industrial service SMEs [START_REF] Storey | Measuring the performance of new service development activities[END_REF]. In this regard, R&D, training, and business intelligence activities are meant to increase service innovation (Czarnitzki and Spielkamp, 2000). These activities are however difficult to realise, as shown by [START_REF] Mohnen | Les obstacles à l'innovation dans les industries de services au Canada[END_REF] who identified the obstacles to innovation in service SMEs. These authors mention the lack of access to financing and of specialised equipment to be the most important obstacles indicated by the owner-managers of these enterprises.

Within the network enterprise context, it was previously mentioned that innovation can be achieved jointly by the industrial service SME and the manufacturing SME. Such collaborations are not without risk however, as each firm must protect yet share its knowledge and know-how through practices and behaviours meant to insure trust between business partners [START_REF] Jacob | Nouvelles formes organisationnelles, technologies en réseau et défis en gestion des ressources humaines : le cas d'organisations en réseau synergique[END_REF][START_REF] Hoecht | Innovation risks of strategic outsourcing[END_REF]. In this regard, de [START_REF] De Brentani | Innovative versus incremental new business services: different keys for achieving success[END_REF] delineates key success factors of service innovation, including a profound knowledge of the present and long term needs of customers, competent and motivated « frontline » personnel that are capable of identifying and adequately satisfying these needs, and appropriate planning of the service development project that starts with the identification of a business opportunity and ends with the commercialisation, delivery and post-sales maintenance of the new service. The author adds that an essential pre-condition to successful service innovation resides in the enterprise's culture as manifested by the owner-managers' attitude toward innovation, in particular their encouragement of employees who express new ideas and their emphasis on collaboration and teamwork to resolve problems in the course of developing new services. Hence, an enterprise where information freely circulates both horizontally and vertically is one where employees should be more creative, committed and eventually more productive [START_REF] Jacob | Compétitivité, savoirs stratégiques et innovation: les leviers de l'apprentissage collectif en contexte de réseau[END_REF], and one where the level of key personnel retention is higher, thus reducing the risk of a loss of knowledge that can sometimes be fatal to a SME [START_REF] Vandenberghe | Conserver ses employés productifs : nature du problème et stratégies d'intervention[END_REF].

For [START_REF] Nachum | Winners and losers in professional services: what makes the difference?[END_REF], creativity is one factor that distinguishes successful service enterprises. Given that each customer has its own specific needs, especially when this customer is a manufacturing SME whose business processes are most often idiosyncratic [START_REF] Raymond | Enabling the strategic development of SMEs through advanced manufacturing systems: A configurational perspective[END_REF], the service firm must develop tailored or contingent rather than "off-the-shelf" or "best practice" solutions with ideas and approaches that take these idiosyncrasies into account. Another factor is related to the reputation or notoriety of the service firm, given the intangibility of the service activity that makes it difficult to evaluate the value of a service. Especially as previous experience with a certain service does not constitute a reliable indication of its future performance. In this case, it is thus necessary for the service firm to insure its visibility and develop its reputation, notably by participating in business networks, in trade fairs and in public events. The author also emphasises the need for service enterprises to develop an international market if they want to grow and provide new work challenges to their highly-qualified employees.

In the face of globalization and the knowledge economy, providing services at a "world-class" quality level also requires an investment in information systems, technologies and equipments [START_REF] Storey | The augmented service offering: a conceptualization and study of its impact on new service success[END_REF][START_REF] Raymond | Globalization, the knowledge economy, and competitiveness: A business intelligence framework for the development of SMEs[END_REF]. Information technologies and the Internet in particular enable the capture, analysis, and dissemination of strategic information both within the service firm and between the service firm and the manufacturing firm. In a complex and networked business environment, access to such information is a key element of competitiveness. As denoted by [START_REF] Jacob | Nouvelles formes organisationnelles, technologies en réseau et défis en gestion des ressources humaines : le cas d'organisations en réseau synergique[END_REF], this information exchange between partners goes beyond the administrative and co-ordination data required for effective collaboration to include collective learning and network-structuring information. Thus the quality and security of such technologies is to be considered in this mode of organisation. Moreover, these technologies have been shown to influence the internationalisation of SMEs, given that time, distance and resource barriers are greatly lowered (Raymond et al., 2005;[START_REF] St-Pierre | Le rôle des TIC sur le degré d'exportation des PME: une étude exploratoire, 8 e Congrès international francophone de la PME[END_REF][START_REF] Parida | ICT use for innovation in Swedish industrial service SMEs[END_REF].

The needs and challenges of service SMEs are summarised in Table 1, as well as the organisation mode, business processes and management practices that these firms may adopt in order to maintain or increase their competitiveness. The information presented in this table as well as other information on owner-managers of these firms, their vision, leadership and strategic orientation constitute the basis for establishing a research database on industrial service SMEs. 

An expert diagnostic system for industrial service SMEs

In order to create a database for our research purposes and given our previous experience with manufacturing SMEs (St-Pierre and Delisle, 2006), it was decided to develop a performance measurement system for industrial service SMEs. The system's function is to provide ownermanagers with a critical view of their firm's performance by linking results to its organisational resources, practices and technologies. This evaluation will be contingent upon the owner-manager's strategic orientation, given the latter's influence upon the internal by all firms, including small ones, non-financial or mixed measures were included given the nature of the practices evaluated, including most quality management practices [START_REF] Frigo | Nonfinancial performance measures and strategy execution[END_REF]. Adapted to the firm's strategic orientation, established as being either of the "defender", "analyzer" or "prospector" type following Miles and Snow's recognised typology [START_REF] Croteau | Testing the validity of Miles and Snow's typology[END_REF], the report recommends actions to be taken by the firm and practices to be modified if need be. More specifically, 18 business practices are evaluated, covering the organisation, financial management and control of the firm, human resources management, development of markets/services and innovation, equipment and technology.

From an integrative standpoint, the global performance and vulnerability of the firm is also evaluated. This last component of the report is important because it makes owner-managers sensitive to the fact that their firm could be exposed to market or competitive threats even if its performance is enviable.

The effectiveness of the practices is evaluated with 10 measures of performance and 13 measures of vulnerability linked to productivity, efficiency, growth, and returns, leading to 14 recommendations for action in the short term to redress the firm's situation. While an expert system was developed in order to produce the diagnostic report quickly and automatically, it is read and verified by a human expert before being sent to the firm. Ownermanagers can then ask for clarifications or suggestions from the expert if needed.

Concluding remarks

A basic question to be answered by this research is on the actual nature and strength of the relationship between industrial service SMEs and manufacturing SMEs, and on the extent to which the former enterprises' development will contribute to the latter's competitiveness and thus reduce employment losses in the manufacturing sector of industrially developed countries. Another question is whether the network enterprise mode of organisation, where each member is called upon to make a significant contribution to innovation, is a solution to the economic growth problems of these countries.
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 1 Figure 1: Management of the value chain and activities of service firms

  ; Performance evaluation; Remuneration system; Valorisation of personnel Mobilise the personnel to commit to the firm's success Task descriptions; Performance evaluation; Motivation; Participative management; Valorisation of personnel Assure the flexibility of personnel Work organisation; Training activities for personnel Retain key personnel Participative management; Diffusion of information ; Communication system and consultation of personnel Marketing and development of customer base, services and markets Know the market and detect opportunities Business intelligence; Creativity Satisfy customers' needs Training of sales representatives; Evaluation of customer satisfaction; Post-sales service to customers; Customer loyalty programs; Collaboration and data exchange with customers Assure the firm's visibility and notoriety Participation to fairs and expositions; Participation to business network activities; Communication; Use of electronic communication tools Dispose of an adequate distribution network (depending upon the sub-sector) Alliances or formal collaborations Maintain the firm's position in the market Business intelligence; Participation to networking activities; Product development process Develop the international market Business intelligence; Participation to business network activities; Alliances or formal collaborations; Participation to international fairs and expositions Development and delivery of the service Offer a service of quality to customers Technological intelligence; Investment in appropriate equipments and technologies; Training of personnel; Collaborative work between members of personnel; Use of communication tools and information exchange between members of personnel Preserve the value added of the firm's services for customers R&D and continuous improvement; Market and strategic intelligence; Collaboration and data exchange with customers Innovate in matters of service R&D and continuous improvement; Creativity; Market and strategic intelligence; Collaboration and data exchange with customers Meet deadlines Process of defining products/services to offer to customers; Pre-and post-sales service policy; Logistics and inventory management

For research purposes, given that there is no internationally-agreed upon definition of manufacturing firms based on size, a manufacturing SME is defined as an enterprise with more than 10 employees and less than

249, to be included within both North American and European definitions. Whereas in North American research, small enterprises (SEs) and medium-sized enterprises (MEs) are generally defined as having respectively less than 100 and 500 employees (cf.[START_REF] Mittelstaedt | How small is too small? Firm size as a barrier to exporting from the United States[END_REF], in the European Union, the definition is rather based on 50 and 250 employees (cf.[START_REF] Kalantaridis | Internationalization, strategic behavior, and the small firm: A comparative investigation[END_REF]). 2 For the industrial service sector, the definition of the European Union will be used, that is, a SME has fewer than 250 employees and an annual turnover of less than 50 million euros (cf.[START_REF] Parida | ICT use for innovation in Swedish industrial service SMEs[END_REF].

The intangibility of the service may take on added importance in the case of exported products[START_REF] Léo | Les PME et les couples produits-services à l'exportation[END_REF].

organisation of the firm, the technologies and tools employed, and upon the managerial and operational processes developed by the firm [START_REF] Raymond | The strategic development of manufacturing SMEs: Patterns, antecedents, and performance outcomes[END_REF].

The PDG ® diagnostic tool for industrial service SMEs was thus developed for this purpose. As indicated in Figure 2, it is based on a model that presents an overall view of the firm, identifies improvements by linking practices implemented to results attained, similarly to performance models such as the EFQM and others [START_REF] Van Landeghem | Benchmarking of logistical operations based on a causal model[END_REF], and anticipates problems related to future performance by identifying the firm's vulnerability. Industrial service SMEs wanting to participate in the diagnostic exercise for the first time are asked to complete a 15 page questionnaire. This questionnaire was developed on the basis of a literature review on the performance and failure of SMEs and service enterprises, improved with suggestions from experts in the management and evaluation of industrial service SMEs, and validated by the owner-managers. The data obtained are objective and subjective, quantitative and qualitative, and must include financial information for the last three years. Proceeding solely by means of a questionnaire was based on our experience and the owner-managers' wish for a "light" and short intervention in their firm, thus respecting the SMEs' resource constraints and facilitating their access to diagnostic services [START_REF] Cassell | The use and effectiveness of benchmarking in SMEs[END_REF].

The content of the diagnostic report includes the most important performance measures for each function of the industrial service SME, based on the literature and on our expertise on the performance of SMEs. In addition to the financial measures traditionally used