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1. SERVICES: Role, Nature



















Challenges for Service Managers

Service factory Service shop

Mass service Professional Service

Degree of interaction and cusomization
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Challenges for managers
(low interaction/low customization):
  Marketing
  Making service  warm 
  Attention to physical surroundings
  Managing fairly rigid hierarchy with 

needfor standard operating procedure

Challenges for managers
(high interaction/high customization):
  Fighting cost increases
  Maintaining quality
  Reacting to consumer intervention in 
process
  Managing advancement of people 
delivering service
  Managing flat hierarchy with loose 
subordinate–superior relationships

  Gaining employee loyalty

Challenges for managers
(low labor intensity):
  Capital decisions 
  Technological advances 
  Managing demand to avoid peaks and to promote 
off-peaks 

  Scheduling service delivery

Challenges for managers (high labor intensity):
  Hiring
  Training
  Methods development and control
  Employeesʼ welfare
  Scheduling workforces
  Control of far-flung geographical locations
  Start-up of new units

  Managing growth



2. ORGANIZATIONS
Seen as complex, 
heterogeneous objects









How do these two concepts fit toghether ?



APQC – the basis for our entire following discussion



3. SERVICE STRATEGY

(OVERVIEW)











(Additional details, instruments)







Tool for external and internal 
environments assessment























https://www.youtube.com/watch?v=IP0cUBWTgpY

https://www.youtube.com/watch?v=IP0cUBWTgpY


The Go-To-Market 
Matrix: 









The Strategic 
Planning Process
position on the 
Functional Map











Develop the Company’s Business Model (in a nutshell) :  

BUSINESS MODEL 

=

GO-TO-MARKET

+

OPERATIONS

+ +

PROJECTS

Year 20xx

Revenue 10000 excl VAT

Direct costs 4500

Gross margin 5500 55%

Indirect costs 2900 29%

D&A 530 5.3%

PBT 2070 20.7%

IT 207 10%

PAT 1863 18.6%

FINANCIALS



4. SERVICE (LYFECYCLE) 
MANAGEMENT









5. SERVICE
MARKETING AND SALES
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