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https://www.youtube.com/watch?v=IP0cUBWTgpY
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Service company types + processes

1. Tourism agency — Customer offer request management (from request receipt to
contract signature)

2. Private school — Classroom teaching delivery (from bell to bell)

3. Mobile phone operator — Service activation support via call center (from
customer call to activated service

4. Insurance company — House insurance policy offer development (from
customer request receipt to contract signature)

5. Health care provider — Patient management (from consultation scheduling to
consultation results

6. Retail company — Buying products (from arrival to exiting the store)

7. Credit institution — Credit management (from contract signature to credit
contract termination)

8. Hotel — Customer arrival management (from on-line reservation to room made
available



6. Key Processes

e Design the main steps for one of the MVC identified processes

(Not more than 5 activities, only columns 1...6)

Process name 1 6 7 3 4 5

Who? Activities Time Costs Instruments, Documents Remarks
2 consumed Tools,
(man*minutes) Materials




Simple



https://www.simple-bpm.ro/soft/consulting
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8. Key (Supply Partners)

* Make a list of the key supplier types for your company




9. Cost structure
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9. Cost structure

On-site technical
incident management c1 o)
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9. Cost structure
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Conduct organization restructuring opportunities =

Examining the scope and contingencies for restructuring based on market situation
and internal realities.

Map the market forces over which any and all probabilities can be probed for utility
and viability.

Once the restructuring options have been analyzed and the due-diligence
performed, execute the deal.

Consider seeking professional services for assistance in formalizing these
opportunities.
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Formulate detailed business unit strategies

Charting a strategic course for business units in order to
* |leverage opportunities,
* sidestep hurdles, and

e create synergies among each other.

Create strategic road maps for the organization's units--in light of
 their individual resources and requirements, as well as
* their relationships with other business units

--to achieve organizational goals.



Formulate detailed business unit strategies
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Develop strategic initiatives

=
Developing strategic projects that help fulfill long-term goals.

Develop time-bound projects that are discretionary in nature and lie beyond the

scope of the organization's routine operations.
u” Quiz
subject
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Evaluate strategic initiatives

=3
Examining projects of strategic significance that lie outside the purview of the
organization's routine operations.

Closely analyze strategic initiatives for their applicability and feasibility, given the

organization's vision.
Quiz
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Select strategic initiatives

Selecting relevant projects of strategic significance

* that create opportunities for the organization to realize its long-term objectives,
* on the basis of their suitability to the organization's constraints and reality.

Select from the process Evaluate strategic initiatives, based on their applicability
and feasibility for the organization.

Enlist senior management, especially strategy personnel.
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Communicate strategies internally and externally B EESm
EBEREEED

= IS
Conveying planned
* procedures and

* methods

to both internal departments and external stakeholders like
* customers,
* suppliers, etc.,

in an effective manner based on organizational objectives.




Course objectives

To understand the
* service markets & customers

* service organization
* How to design
* How to operate

* How to manage
* Processes,
* People,
e Other resources

To be able to adjust and
Improve a service
organization
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THE RESULT: THE STRATEGIC PLAN



The Strategic Plan:
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The strategic plan: the pathway of the business model over time
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Part of the strategic plan: the go-to-market matrix over time
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The Strategic Plan
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Part of the strategic plan: key processes over time
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Part of the strategic plan: key resources over time

FUNCTIONS

PROCESSES- PROJECTS

POSITIONS
(ROLES)
WORKING
UNITS
FINANCIAL
9 (1))
s 30
Q& <.
& 0%
g <
s )
INFORMATION
Ry
() &
Y &)
<% 2

OPERATIONAL
KERNEL

RESOURCES

FUNCTIONS
1 CTS
FUNCTIONS
PROCESSES- PROJECTS
POSITIONS
(ROLES)
.
A 7
2%
P
Sy
(&
)
o,
A 7
2%
x:
AT
% S
< é§9
>
&
,,}C)

JECTS




Part of the strategic plan: key projects over time
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Part of the strategic plan: P&L over time
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The strategic plan: the patiway of the business model over time

THE RESULT: THE STRATEGIC PLAN
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