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Course structure

10 QUIZ-tests
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The Strategic Planning Process

Assess the
external
environment

Assess the
internal
environment

Develop and
maintain
business models

Conduct
organization
restructuring

opportunities

Survey market

and determine

customer needs
and wants

Develop
customer
experience

strateg

Formulate
business unit
strategies

Establish strategic
vision

Develop and set
organizational
goals

Develop strategic
initiatives

Develop overall
mission
statement

Coordinate and
align functional
and process
strategies

Evaluate strategic
initiatives

Def and assess
strategic options
to achieve
objectives

Create
organizational
design

Select strategic
initiatives

Select long-term
business strategy

Communicate

strategies

internally and

externall




Quiz
subject

1 Management

11 Strategic Management

12 Operations Management

13 Human Resources

- EOREOERES (Processes, Projects, Management
hc. .AI?_MQ-\&\ Programs) :
31 Input 21 32 Output
Main 211 R&D, 212 Product | 213
Value Methodology Mgmt Production
Chain Mgmt Cap. Mgmt 321
311. y Marketing
Acquisiti
ons
: 322 Sales
22 Business :
Lines 221 22n Service
Production BUn
312 BU1 { 323 Client
Supply Relationship
Chain Mgmt
4 o 231 232 231 Other
. 324
gg\(liilégtlon Maintenance Production DPSS Partnerships,
. (prod infra) Utilies SRM |
4 Support

41 Indirect Productive
Infrastructure Mgmt

42 Budget, Finance
and Accounting Mgmt

43 |IT Systems and
Knowledge Mgmt

44 General Internal
Services




The strategic plan: the pathway of the business model over time

THE RESULT: THE STRATEGIC PLAN

Part of the strategic plan: key projects over time Part of the strategic plan: P&L over time




Develop the Company’s Business Model :

Year: 20XX Market Market
8. Key Processes 4. Customer segment = [ 10000 excl VAT
(Activities) Relationships - -

’ q - Direct costs 4500
2= 1. Value 2. Customer s — Vo :
Proposition Segments % jL = Gross margin 5500

Volume, Revenue, - ) BSuTc:t

Profit, Marketing, . g 530
Timeline

Sales and Delivery 2070

Channels, Partners " e

Indirect costs 2900
6. Key Resources 3. Channels

207
5. Revenue streams
Service segment n 1863
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BUSINESS MODEL GO-TO-MARKET OPERATIONS PROIJECTS FINANCIALS



Course objectives

To understand the To be able to adjust and improve a
* service markets & customers service organization

* service organization
* How to design
* How to operate

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



SERVICE (LYFECYCLE)
MANAGEMENT



® Quiz
subject

1 Management

12 Operations Management

13 Human Resources

(Processes, Projects, Management
Programs) -
31 Input 21 32 Output
Main 211 R&D, 212 Product 213
Value Methodol Mgmt Production
: | [ Cap. Mgmt 321
31 Chain Mgmt N . _
A Marketing
Acquisiti
ons
: 322 Sales
22 Business :
Lines 221 22n Service
Production BUn
312 BLd 323 Client
Supply Relationship
Chain Mgmt
Moms 23 Direct
Brodiichon 232 231 Other 324
Sonds Malntenance Production DPSS Partnerships,
S (prod infra) Utilities SRM
4 Support

41 Indirect Productive
Infrastructure Mgmt

42 Budget, Finance
and Accounting Mgmt

43 IT Systems and
Knowledge Mgmt

44 General Internal
Services




The Develop and Manage Services Processes Group

Govern and
manage service
development

Generate and
define new
service ideas

Develop services




Quiz
subject

3 Input

311
Acquisiti
ons

The Market and Sell Services Processes Group

12 Operations Management
(Processes Projects

21

Main

Value

Chain Mgmt

22 Business
Lines

23 Direct
Production
Services

221
Production
BU 1

22n Service
BUn

231 Other
DPSS

13 Human Resources
Management

32 Output

Marketlng
“ 322 Sales ”
323 Client

Relationship
Mgmt

Partnerships,
SRM

41 Indirect Productive
Infrastructure Mgmt

42 Budget, Finance
and Accounting Mgmt

43 IT Systems and
Knowledge Mgmt

44 General Internal
Services




SERVICES MARKETING &
SALES



The Market and Sell Services Processes Group

Understand
markets,
customers, and

pabilities

Develop
marketing
strategy

Develop and
manage
marketing plans

Develop and
manage sales
plans

Develop sales
strategy



SERVICE (LYFECYCLE)
MANAGEMENT



1 Management P}

12 Operations Management

13 Human Resources

(Processes, Projects, Management
Programs)
31 Input o1 ¢ 32 Output
Main 211 R&D, 212 Product 213
Value Methodols Mgmt Production
Chain Mgmt Cap. Mgmt 321
311- " Marketing
Acquisiti
ons
: 322 Sales
22 Business :
Lines 221 22n Service
Production BUn
312 BUT _ 323 Client
Supply E Relationship
Chain Mgmt
= 25 Dieect 231 232 231 Other
. 324
g;c;\(liitéggon Maintenance Production DPSS Partnerships,
(prod infra) Utilities SRM
4 Support

41 Indirect Productive
Infrastructure Mgmt

42 Budget, Finance
and Accounting Mgmt

43 IT Systems and
Knowledge Mgmt

44 General Internal
Services




The Develop and Manage Services Processes Group

The Develop and Manage Services Processes Group

Govern and
manage service
development
program

Generate and
define new Develop services
service ideas



The Develop and Manage Services Processes Group

Detailing practices and procedures related to the concept of
e developing and
* managing

services.



The Develop and Manage Services Processes Group

The Govern and manage service development program Process

Govern and
manage service

development
brogram




The Develop and Manage Services Processes Group

The Govern and manage service development program process

Supervising the complete service program
* from innovation

e until its commercial success.

Meeting the customer demand and expectations.

Conduct further development and innovation pertaining to business goals.




The Develop and Manage Services Processes Group

The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service Manage service

Manage service

portfolio life cycle master data

* Evaluate performance of
existing services against
market opportunities

e Confirm alignment of
service concepts with
business strategy

* Prioritize and select new
service concepts

* Plan and develop cost and
quality targets

e Specify development timing
targets

* Plan for service offering

modifications




The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service
master data

Manage service Manage service
portfolio life cycle

* Confirm alignment of v
service concepts with W CONCEPT
bUSIﬂESS st rategy | F'EE[]]‘.I-:;_:L;_ rm.'-s:hiin_i:;:n {for future design changes) Measurement
* Prioritize and select new —
. ;s nputs
service concepts | Outputs

= people .
= technology Service » sETVice
* PIOCESSES | outcomes Performance
» physical | e service
facilities | experiences
= equipment

Service
Strategy Delivery

System

The Develop and Manage Services Processes Group




The Develop and Manage Services Processes Group

The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service Manage service Manage service

master data

portfolio life cycle

* Evaluate performance of
services against
opportunities

e Confirm alignment of

with 8. Key Processes 4. Customer
business (Activities) Relationships

1. Value 2. Customer

* Prioritize and select Proposition Segments

concepts
* Plan and develop cost ang
quality targets <
e Specify development
targets

v. ney Resources 3. Channels

5. Revenue streams

* Plan for service

modifications




Develop the Service Business Model :

Year: 20XX Market Market
8. Key Processes 4. Customer segment = [ 10000 excl VAT
(Activities) Relationships - -

’ q - Direct costs 4500
2= 1. Value 2. Customer s — Vo :
Proposition Segments % jL = Gross margin 5500

Volume, Revenue, - ) BSuTc:t

Profit, Marketing, . g 530
Timeline

Sales and Delivery 2070

Channels, Partners " e

Indirect costs 2900
6. Key Resources 3. Channels

207
5. Revenue streams
Service segment n 1863

ssssss
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The Develop and Manage Services Processes Group

The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service Manage service

Manage service

portfolio life cycle master data

Specify development timing
targets




The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service
master data

Manage service Manage service

portfolio life cycle

* Develop plan for new Gantt Chart - Project Development
SerV|Ce development and 1st Quarter | 2nd Quarter | 3rd Quarter | 4th Quarter
IntrOdUCtIOn/|aunCh Aciviy Rame Jan |Feb |Mar | Apr |MayJune July|Aug |Sept| Oct |Nov|Dec

1. Design and Development y \ 4
2. Culiafstimates

3. Construction

4. Testing

5. Celebrating

The Develop and Manage Services Processes Group




The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service Manage service Manage service

master data

portfolio life cycle

* Develop plan for new
service development and
introduction/launch

* Introduce new services ==

e Retire outdated services \

* |dentify and refine
performance indicators

* Conduct post launch review

retire

The Develop and Manage Services Processes Group




The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service Manage service

Manage service

portfolio life cycle master data

 |dentify and refine
performance indicators

e Conduct post launch review

The Develop and Manage Services Processes Group




The Develop and Manage Services Processes Group

The Govern and manage service development program process

Manage patents,
copyrights, and
regulatory req.

Manage service Manage service

Manage service

portfolio life cycle master data

Conduct mandatory and elective
reviews

Review infringement of patents
and copyrights

iqhl Determine patent and copyright
e copyri
= probecblon :f'ea . d
think aw properby“w Py needads
" e T Define product technical
documentation management

requirements

=B Manage regulatory requirements
s ol Technlcal » Train employees on appropriate

help@ DOCU mentat|on i regulatory requirements
developer : * Maintain records for regulatory
agencies

* Manage regulatory submission life
cycle




Manage patents,
copyrights, and
regulatory req.

Manage service Manage service

portfolio life cycle

/1\

The Develop and Manage Services Processes Group

The Govern and manage service development program process

Manage service
master data

Manage materials master lists
Manage bills of material
Manage routings

Manage specifications
Manage material classification

Develop and maintain
quality/inspection documents

Maintain process specification
data

Manage traceability data

Review and approve data access
requests




The Develop and Manage Services Processes Group

The Generate and define new service ideas Process

Govern and
manage service
development

Generate and
define new Develop services
service ideas




The Develop and Manage Services Processes Group

The Generate and define new service ideas process

|ldentifying and

describing

new service thoughts
based on organizational objectives/targets.




The Develop and Manage Services Processes Group

The Govern and manage service development program process

Define
product/service
development
requirements

Generate new
product/service
concepts

Perform discovery

research

* Coordinating R&D activity
to identify new
technologies to integrate
into the revamped portfolio
of services.

Conduct early-stage R&D
activity to close gaps
between existing solution
offerings and changing
market expectations.

Triangulate appropriate
technologies that can
support the development
of a revised service
portfolio.




The Govern and manage service development program process

Define
product/service
development
requirements

Generate new
product/service
concepts

Perform discovery

research

* Gather new service ideas
and requirements

* Analyze new service ideas
and requirements

* Evaluate new service inputs
and requirements

Service SETYICE

* Formulate new service Strategy o lzt\l::;:
concepts

Performance

* |dentify potential
improvements to existing
services

§

The Develop and Manage Services Processes Group




Perform discovery Generate new
research service concepts

FUNCTIONAL RQ: INPUT-RESULT ]
(WHAT?)

NON-FUNCTIONAL RQ: MEANS .
(HOW?) .

‘Govern and

The Develop and Manage Services Processes Group

The Govern and manage service development program process

Define service

development
requirements

* Define basic functional & non™ requirements

Derive the service deliverable description

Derive interoperability requirements for services
Derive safety requirements for services

Derive security requirements for services

Derive regulatory compliance requirements
Derive requirements from industry standards
Develop user experience requirements

Derive ‘services-as-a-product’ offering




The Govern and manage service development program process

. Define service
Perform discovery Generate new

research service concepts

development
requirements

Define basic functional & non™ requirements
r—— * Derive the service deliverable description

Requirements for Service
Engineering and Software
Engineering

* Derive interoperability requirements for services

Service Service-Oriented
Engineering Software

* Derive safety requirements for services
» Derive security requirements for services

QoS 3 RCon]pIiance Fi{)e\«re_lorm'uar‘n %:::Ez::g{:l ° D . I | . .
\ L 2 ts 2 ts | =
=\ e ey | U erive regulatory compliance requirements

=LA~ * Derive requirements from industry standards

Variability | Maintainability

—y N —_— = e Deadline ~"\ ; T . .
e e e oy, I » Develop user experience requirements
Confidentiality \ Availability ~Time User  Device ~~ Analysabillity {3 i
Integrity =

Interaction Interaction

Excction Rosponse o e * Derive ‘services-as-a-product’ offering

time time .~
Usability Convenience

Understandability  accessibility

U

The Develop and Manage Services Processes Group




Perform discovery Generate new

research service concepts

N

INCIDENT
MGMT &
MANITENANCE

The Develop and Manage Services Processes Group

The Govern and manage service development program process

Define service
development
requirements

rrrrrrrr e Define basic functional & non™ requirements

Derive the service deliverable description

Derive interoperability requirements for services
Derive safety requirements for services

Derive security requirements for services

Derive regulatory compliance requirements
Derive requirements from industry standards
Develop user experience requirements

Derive ‘services-as-a-product’ offering

. Define post launch support model

* |dentify service bundling opportunities




The Develop and Manage Services Processes Group

The Govern and manage service development program process

Define service
development
requirements

Perform discovery Generate new

research service concepts

Fig 3.3 Case: the value bundle of the mobile phone market

* |dentify service bundling opportunities




The Develop services Process

Govern and
manage service
development

Generate and
define new
service ideas

The Develop and Manage Services Processes Group

Develop services




The Develop and Manage Services Processes Group

The Develop services Process

Developing new services from scratch,
including all activities associated with the
* design,

* prototyping,

e evaluation, and

* market testing

of these planned offerings.




The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for
Prepare for

prototype new or revised

. . service delivery
services services

* Assign resources to service project

* Prepare high-level business case and technical assessment
* Develop service design specifications \
* Develop user experience design specifications

* Document design specifications

e Conduct mandatory and elective external reviews

* Design services

e Build proof of concepts

* Develop and test service delivery process

e Eliminate quality and reliability problems

e Conduct in-house service testing and evaluate feasibility

* |dentify design/development performance indicators

* Collaborate on design with suppliers and external partners

8. Key Processes

(Activities) 4

6. Key Resources

4. Customer
Relationships

1. Value 2. Customer
Proposition Segments

3. Channels

5. Revenue streams




Detail the Service Business Model :

Year: 20XX Market Market
8. Key Processes 4. Customer segment = [ 10000 excl VAT
(Activities) Relationships - -

’ q - Direct costs 4500
2= 1. Value 2. Customer s — Vo :
Proposition Segments % jL = Gross margin 5500

Volume, Revenue, - ) BSuTc:t

Profit, Marketing, . g 530
Timeline

Sales and Delivery 2070

Channels, Partners " e

Indirect costs 2900
6. Key Resources 3. Channels

207
5. Revenue streams
Service segment n 1863

ssssss
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The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for
Prepare for

prototype new or revised

. . service delivery
services services

* Assign resources to service project
* Prepare high-level business case and technical aSSM
» Develop service design specifications /
* Develop user experience design specifications
* Document design specifications l

e Conduct mandatory and elective external reviews
* Design services T
* Build proof of concepts PROCESS
* Develop and test service delivery process

* Eliminate quality and reliability problems

* Conduct in-house service testing and evaluate feasibility
Internal Customer

* Identify design/development performance indicators perspective  perspective

e Collaborate on design with suppliers and external partners




The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for
Prepare for

prototype new or revised

. . service delivery
services services

* Prepare detailed market study

e Conduct and
interviews

service characteristics and
cases

requirements




The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for

. Prepare for
prototype new or revised

services services

service delivery

* Prepare detailed market

e Conduct customer tests and
interviews

service characteristics and
cases

requirements




The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for
Prepare for

prototype new or revised

. . service delivery
services services

* Prepare detailed market

e Conduct and
interviews

* Finalize service characteristics and
business cases

* Finalize technical requirements

8. Key Processes

(Activities)

6. Key Resources

1. Value
Proposition

4. Customer
Relationships

2. Customer
Segments

3. Channels

5. Revenue streams




The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for
Prepare for

prototype new or revised

. . service delivery
services services

e Design and obtain necessary

FuNCTIONS capabilities/materials and equipment
PROCESSES- PROJECTS
POSITIONS
(ROLES)
WORKING
UNITS
FINANCIAL
9 (& %
& 5
A %
INFORMATION
% S

OPERATIONAL
KERNEL

RESOURCES




The Develop and Manage Services Processes Group

The Develop services Process

Design and Test market for
Prepare for

prototype new or revised

. . service delivery
services services

* Design and obtain necessary
/materials and equipment

* |dentify requirements for changes to
delivery processes

* Request engineering/process change

 Install and validate service delivery
process

* Monitor initial delivery runs

INCIDENT
MGMT &
MANITENANCE

* Validate launch procedures




SERVICES MARKETING &
SALES



The Market and Sell Services Processes Group

1 Management P}

31 Input

311
Acquisiti
ons

12 Operations Management 13 Human Resources
(Processes, Projects, Management

21

Main

Value

Chain Mgmt

22 Business
Lines

23 Direct
Production
Services

Production
BU 1

Maintenance
prod infra

32 Output

Marketlng

“ 322 Sales ||

323 Client
Relationship
Mgmt

22n Service
BUn

Production
Cap. Mgmt g |
—— |

231 Other
Production DPSS Partnerships,
Utilities

41 Indirect Productive
Infrastructure Mgmt

42 Budget, Finance
and Accounting Mgmt

43 IT Systems and 44 General Internal
Knowledge Mgmt Services




The Market and Sell Services Processes Group

Understand
markets,
customers, and

pabilities

Develop Develop and
marketing manage
strategy marketing plans

Develop and
manage sales
plans

Develop sales
strategy



The Market and Sell Services Processes Group

Outlining process groups related to

* understanding
* markets,
e customers, and
e capabilities;

developing marketing strategies;

executing marketing plans;

developing sales strategies;

developing and managing sales plans;




SERVICES MARKETING



The Market and Sell Services Processes Group

The Understand markets, customers, and capabilities Process

Understand
markets,
customers, and

pabilities

Develop Develop and
marketing manage
strategy marketing plans

Develop and
manage sales
plans

Develop sales
strategy



The Market and Sell Services Processes Group

The Understand markets, customers, and capabilities process

Making sense of the

* market and

e customers

to identify the right opportunities to be capitalized,

given the organization's competencies.
Discern trends and shift in the market and customers.

|dentify the right market opportunities that fit closely with the organization's
capabilities and strategy by gathering intelligence on various attributes of different
market/customer segments.




The Market and Sell Services Processes Group

The Understand markets, customers, and capabilities process

Perform customer

Evaluate and

and market
2 opportunities Y SUYr W
analysis O O OO
0 o0
* Conduct customer and market research - ?

* Understand consumer needs and predict . %
customer purchasing behavior

Realized Need
or Want

3 b D\
4 \‘; 2 )
L \. X |

()

Post Purchase i }9 Learning / Self

Evaluation & “ »  Purchase >~

i \ B Education
Expansion @ : ,‘;"’, ucatior
4
“7 F" »
%

Research & —
Vetting




The Market and Sell Services Processes Group

The Understand markets, customers,

Perform customer

Evaluate and

and market . ..

. . prioritize market
intelligence o

. opportunities
analysis
e Conduct customer and market
e Understand consumer and predict
customer

* Identify market segments
* Determine market share gain/loss

* Analyze market and industry

* Analyze organizations,
competitive/substitute products/services

e Assess internal and external business
environment

and capabilities process

Year: 20XX Market Market
segment segment
1

Volume, Revenue,
Profit, Marketing,

Sales and Delivery
Channels, Partners
Service segment n




The Market and Sell Services Processes Group

The Understand markets, customers, and capabilities process

Perform customer
and market
intelligence

analysis

Evaluate and
prioritize market
opportunities

* Analyze market and industry trends

* Analyze competing organizations,
competitive/substitute products/services

* Assess internal and external business
environment




The Market and Sell Services Processes Group

The Understand markets, customers, and capabilities process

Perform customer
and market
intelligence

analysis

Evaluate and

prioritize market
opportunities

* Qua ntlfy market opportu nities Understanding How to Think About a Market Opportunity

4 ways to think about market size. Knowing the level of detail necessary to address your concerns

* Dete rm i n e ta rget Segme ntS is key to properly scoping the problem and approach.
* Identify under-served and Potential Market Opporturity g D i R R
saturated market segments : :

* Prioritize opportunities
consistent with capabilities and
overall business strategy

* Validate opportunities
* Test with customers/consumers
® COanrm |nterna| Capabllltles Tntal,"\d.fir»?c.-:a.hlr-Markm




The Develop marketing strategy Process

Understand
markets,
customers, and
capabilities

The Market and Sell Services Processes Group

Develop Develop and
marketing manage
strategy marketing plans

Develop and
manage sales
plans

Develop sales
strategy



The Market and Sell Services Processes Group

The Develop marketing strategy process

Charting a strategic course for marketing services.

This will include
* defining the value proposition,
* creating a mechanism for pricing, and

* determining the right mix of marketing chaiinels.

8. Key Processes 4. Customer
(Activities)_ _ Relationships

1. Value 2. Customer
Proposisé Segments

6. Key Resourcg 3. Channels

5. Revenue streams

* Create a specific positioning and branding for the organization's offerings.




The Develop marketing strategy process

I .
Define and Analyze and Deve c'>p Design and
marketing

manage channel manage channel . .. manage customer
communication

strategy performance i loyalty program

Define offering

Define pricing

and customer
strategy

value proposition

* Develop value proposition
including brand positioning

for target segments 8. Key Processes 4. Customer
(Activities) ) Relationships

* Validate value proposition f 1. Value 2 Ciiskores
with target segments | e Proposition Segments

* Develop new branding 6. Key Resources 3. Channels

5. Revenue streams

The Market and Sell Services Processes Group




The Market and Sell Services Processes Group

The Develop marketing strategy process

Define offering
and customer
value proposition

Define pricing

strategy

* Develop value proposition
including brand positioning
for target segments

Validate value proposition
with target segments

* Develop new branding

Devel .
Define and Analyze and eve <?p Design and
marketing

manage channel manage channel . .. manage customer
communication

strategy performance ST loyalty program

, where are they

ldentify Q / POSITIONED? /\_/

m -qu' Better

MARKET Sepest Decide on provider’s
/ Market Share POSITIONNG

relative 1o rivals

BRAND POSITIONING

7 COMMUNICATE. | DSTNCTVE| v/ |
Look For Develop a TN & DEFFERETIATION| ¢/ |

VALUE

Wﬂzﬂz{% 4\ to the CUSTOMER




The Develop marketing strategy process

Develop
marketing

Design and
manage customer
loyalty program

Analyze and

Define offering . . . Define and
2RI manage channel

performance

and customer manage channel
strategy

e communication
value proposition strategy

strategy

e Conduct pricing analysis

* Establish guidelines for
applying pricing and demand-offer equilibrium price level

discounting of services

* Establish pricing targets competition price level target profit price level

* Approve pricing
strategies/policies and
targets

minimum profit price level

cost level

Target price * estimated volume of services/year = REVENUE/year

The Market and Sell Services Processes Group




The Market and Sell Services Processes Group

The Develop marketing strategy process

Develop

marketing Design and

Define offering Define pricing Define and Analyze and

manage channel manage channel
strategy performance

manage customer
loyalty program

and customer

. communication
value proposition

strategy
* Determine channels to be supported

strategy

Establish channel objectives

Determine channel role and fit with target segments

e Select channels for target segments
* Identify required channel capabilities

* Evaluate channel attributes and potential partners

* Orchestrate seamless customer experience across supported
channels

* Define omni-channel strategy

* Define omni-channel requirements

* Develop omni-channel policies and procedures

* Develop and manage execution roadmap

Sales 1 Delivery



The Market and Sell Services Processes Group

The Develop marketing strategy process

Develop

marketing Design and

Define offering Define pricing Define and Analyze and

manage channel manage channel
strategy performance

manage customer
loyalty program

and customer

. communication
value proposition

strategy
* Determine channels to be supported

strategy

Establish channel objectives

Determine channel role and fit with target segments

e Select channels for target segments
* Identify required channel capabilities

* Evaluate channel attributes and potential partners

* Orchestrate seamless customer experience across supported
channels

* Define omni-channel strategy

* Define omni-channel requirements

* Develop omni-channel policies and procedures

* Develop and manage execution roadmap

Sales 1 Delivery



The Market and Sell Services Processes Group

The Develop marketing strategy process

Define offering
and customer
value proposition

Define pricing

strategy

Define and
manage channel
strategy

Develop
marketing

Design and
manage customer
loyalty program

Analyze and
manage channel

communication
performance

strategy
Establish channel-specific metrics and targets

Monitor and report performance
Monitor and report events influencing factors
Analyze performance

Develop plan for improvements




The Market and Sell Services Processes Group

The Develop marketing strategy process

Define offering
and customer
value proposition

Define pricing
strategy

Define and
manage channel
strategy

AUDIENCE

Analyze and
manage channel
performance

Develop
marketing

Design and
manage customer

communication
loyalty program

strategy

Develop customer communication
calendar

Define public relations (PR) strategy
Define direct marketing strategy

Define internal marketing communication
strategy

Identify new media for marketing
communication

Define new media communication
strategy

Define point of sale (POS) communication
strategy

Define communication guidelines and
mechanisms



The Market and Sell Services Processes Group

The Develop marketing strategy process

Develop '
marketing Design and

and customer manage channel manage channel . .. manage customer
strategy communication

value proposition strate erformance loyalty program
prop gy P strategy yalty prog

Define offering Define pricing Define and Analyze and

| Define customer
Customer Loyalty Program Advantages loyalty program

Increased

Customer e G'arr?ering Increased ° ACQU”'e members to
retention R TR insights revenue customer |Oya|ty
| F program

* Build engagement and
relationship with

o members
For brands they are loyal to, consumers are willing to:

* Monitor customer
loyalty program
60% 52.3% 39.4% benefits to the
enterprise and the
customer

RECOMMEND JOIN LOYALTY PROGRAM SPEND MORE

* Optimize loyalty
program value to both
the enterprise and the
customer



The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

Understand
markets,
customers, and
capabilities

Develop Develop and
marketing manage
strategy marketing plans

Develop and
manage sales
plans

Develop sales
strategy



The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

Creating specific plans to market offerings to customers.

This process group includes processes for

making budgets,

identifying and developing media,

pricing services,

managing packaging,

managing marketing content and promotional activities,

tracking and responding to customer insight and

monitoring measures established within Develop marketing strategy.

Additionally, in this process group, organizations take action on plans made in earlier
processes.

Here, marketing and customers are managed and measured along with any supporting




The Develop and manage marketing plans Process

Establish goals,

objectives, and Establish Develop and Develop and

manage

Analyze and
Track customer Y

metrics for Develop and manage respond to

marketing . . . management
manage pricing promotional customer
budgets . measures ..
activities insight

services by
channel/segmen

packaging
strategy

* Determining what to achieve
by marketing.

e Create qualitative and
guantitative targets.

* Establish metrics to track
performance (for individual
Market segments and
Channels for target segments).

* Enlist the head of marketing to
determine marketing priorities
and the related measures. (The
decision in establishing these
goals, objectives, and metrics Patformancelindicator
is founded in Develop
marketing strategy and takes
cues from current priorities
and organizational strategy.)

The Market and Sell Services Processes Group

Manage
product
marketing
content




The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

stablish goals,

objectives, and Establish Develop and Analyze and

Develop and Manage

manage product
packaging marketing

strategy content

Track customer

metrics for Develop and manage respond to
services by
channel/segmen

marketing . . . management
manage pricing promotional customer
budgets . measures ..
activities insight

e Confirm marketing alignment to business
strategy

e Determine costs of marketing

* Create marketing budget Marketing Budget
* Determine projected ROI for marketing Major Categories
investment

ROI = (Net Profit / Cost of Investment) x 100

The ROI calculation is flexible and can be manipulated for different uses. A company may use
the calculation to compare the ROI on different potential investments, while an investor could

use it to calculate a return on a stock - - Event marketing ﬂ ‘

For example, an investor buys $1,000 worth of stocks and sells the shares two years later for
$1,200. The net profit from the investment would be $200 and the ROl would be calculated as TV/Radio CJ
follows:

ROl = (200 /1,000) x 100 = 20%

The ROI in the example above would be 20%. The calculation can be altered by deducting
taxes and fees to get a more accurate picture of the total ROI.




The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

stablish goals,

objectives, and Establish Develop and Analyze and

Develop and Manage
manage product
packaging marketing

strategy content

Track customer

metrics for Develop and manage respond to
services by
channel/segmen

marketing . . . management
manage pricing promotional customer
budgets . measures ..
activities insight

* Understand resource requirements for each

product/service and delivery channel/method demand-offer equilibrium price level

* Determine corporate incentives competition price level target profit price level
* Determine pricing based on volume/unit minimum profit price level
forecast cost level

* Evaluate pricing performance

» Refine pricing as needed

* Implement promotional pricing programs
 Communicate and implement price changes

* Achieve regulatory approval for pricing

X
v X
1399¢€ 2499¢€

Order Order
Now! Now!

designed by ‘B freepik.com



The Develop and manage marketing plans Process

Establish goals,

objectives, and Establish Develop and Analyze and

Develop and
manage
packaging
strategy

Track customer

metrics for Develop and manage respond to
services by
channel/segmen

marketing . . . management
manage pricing promotional customer
budgets . measures ..
activities insight

* Define promotional concepts and
objectives

* Develop marketing messages

* Define target audience

* Plan and test promotional activities
e Execute promotional activities

* Evaluate promotional performance
metrics

* Refine promotional performance metrics

* Incorporate learning into future/planned
consumer promotions

The Market and Sell Services Processes Group

Manage
product
marketing
content




The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

stablish goals,
jecti . Develop and
objectives, and Establish P

Develop and Manage

manage product
packaging marketing

strategy content

Analyze and
) Track customer
metrics for Develop and manage respond to

marketing . . . management
manage pricing promotional customer
budgets . measures ..
activities insight

services by
channel/segmen

* Define promotional concepts and
objectives

» Develop marketing messages

A Bring In This Coupon And Réceive l

nr Your Full Service
FastLube Oil Change

Must have or show coupon. Not to be combined
with any other discount offer. No expiration date on coupon. -WEB

: .' I, & HILO 935-5823 1089 Kilauea Ave. ]
“F LEX BRODIE’S .\-.L KONA 329-5823 75-5570 Kuakini Hwy.

1%
Mb//"/is‘lr LUE; %Y NO APPOINTMENT NEEDED

P.ﬁREINT& SAVE




The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

Establish goals,
objectives, and
metrics for

services by
channel/segmen

Establish
marketing
budgets

Develop and
manage pricing

Develop and
manage
promotional
activities

Develop and
manage
packaging
strategy

Analyze and
respond to
customer
insight

Track customer
management
measures

Determine customer lifetime value
Analyze customer revenue trend

Analyze customer attrition and retention
rates

Analyze customer metrics

Revise customer strategies, objectives,
and plans based on metrics

Manage
product
marketing
content




The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

Establish goals,
objectives, and
metrics for

services by
channel/segmen

Establish
marketing
budgets

Develop and
manage pricing

Develop and
manage
promotional
activities

Track customer
management
measures

S®CIAL MEDIA

SHoNIEUE RSO NS

Develop and Manage

manage product
packaging marketing

strategy content

Analyze and
respond to
customer
insight

Monitor and respond to social media
activity

Analyze customer website activity
Analyze customer purchase patterns

Develop business rules to provide
personalized offers

Monitor effectiveness of personalized
offers and adjust offers accordingly



The Market and Sell Services Processes Group

The Develop and manage marketing plans Process

stablis goais,
jecti . Develop and Analyze and
objectn_/es, and Establish P Track customer Y
metrics for Develop and manage respond to

marketing . . . management
manage pricing promotional customer

services by
budgets measures

channel/segmen

activities insight

The telecom se
( /& margin)

market
profit_

“Product Service Systern” (= bundling in 1 package)

Develop and Manage

manage product
packaging marketing

strategy content

Plan packaging strategy
Test packaging options

Execute packaging
strategy

Refine packaging
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The Develop and manage marketing plans Process

Establish goals,
jecti . Develop and Analyze and
ObJeCt"_’es’ and Establish P Track customer ¥
metrics for Develop and manage respond to

marketing . . . management
manage pricing promotional customer
budgets measures

Develop and Manage

manage product
packaging marketing

strategy content

services by
channel/segmen

activities insight

* Manage
product
images

* Manage
product
copy




SERVICES SALES



The Develop sales strategy Process

Understand
markets,
customers, and
capabilities

The Market and Sell Services Processes Group

Develop Develop and
marketing manage
strategy marketing plans

Develop and
manage sales
plans

Develop sales
strategy



The Market and Sell Services Processes Group

The Develop sales strategy Process

Developing concrete plans for guiding and providing support to the sales function.

Chart a

* road map for the sales function, including
* an analysis of historical sales data to create forecasts for anticipated sales,
forming sales targets,
forging partnerships with other economic agents to boost sales,
devising a budget for this function, and

determining metrics to measure
e customer management activities as well as

e progress in achieving sales targets.




The Market and Sell Services Processes Group

The Develop sales strategy Process

Develop sales
partner/alliance
relationships

Establish overall
sales budgets

Develop sales

forecast

e Gather current and historic
order information

* Analyze sales trends and
patterns

 Generate sales forecast

* Analyze historical and
planned promotions and
events

Establish sales
goals and
measures

Establish
customer
management
measures




The Develop sales strategy Process

Establish
customer
management
measures

Establish sales
goals and
measures

Develop sales
partner/alliance
relationships

Establish overall
sales budgets

Develop sales

forecast

* |dentify alliance opportunities

* Design alliance programs and methods for selecting and
managing relationships

e Select alliances

* Develop customer trade strategy and customer
objectives/targets

* Conduct planning activities for major trade customers

* Establish partner and alliance management goals

* Establish partner and alliance agreements

* Develop promotional and category management calendars
(trade marketing calendars)

. ) sal Deli
* Create strategic and tactical sales plans by customer e vlv ser

 Communicate planning information to customer teams

The Market and Sell Services Processes Group



The Develop sales strategy Process

Establish
customer
management
measures

Establish sales
goals and
measures

Develop sales
P Establish overall

sales budgets

Develop sales

artner/alliance
forecast P /

relationships

e Calculate product market share

e Calculate product revenue

* Determine variable costs

* Determine overhead and fixed costs
e Calculate net profit

* Create budget

COST OF SALES

The Market and Sell Services Processes Group



The Develop sales strategy Process

Develop sales
partner/alliance
relationships

Establish overall
sales budgets

Develop sales
forecast

Performance Indicator

The Market and Sell Services Processes Group

Establish
customer
management
measures

Establish sales

goals and
measures

Establishing specific quantitative and
gualitative measures of realizing sales
targets.

Create sales targets by analyzing
historical sales data and comparing the
forecasts to results, in light of customer
and market intelligence.

Examine the performance of sales
personnel in light of market
opportunities.

Based on this review, establish sales
targets along with metrics to quantify
these goals, corresponding with the
overall business strategy.



The Market and Sell Services Processes Group

The Develop sales strategy Process

Develop sales
forecast

Develop sales
partner/alliance
relationships

Establish overall
sales budgets

Establish sales
goals and
measures

Establish
customer
management
measures

Identifying the appropriate measures
that can represent key attributes of
the customer management function.

Select measures to track customer
activity, feedback, satisfaction,
organizational responsiveness to
customer needs, and general data on
how the organization is managing
customer accounts, leads, and
contacts.

Select measures based on the nature
of the business, the type and size of
customer base, strategic goals, and
the model used to structure sales and
customer relationships.



The Develop and manage sales plans Process

Understand
markets,
customers, and
capabilities

The Market and Sell Services Processes Group

Develop Develop and
marketing manage
strategy marketing plans

Develop and
manage sales
plans

Develop sales
strategy



The Market and Sell Services Processes Group

The Develop and manage sales plans Process

Selling services.

Set appropriate customer expectations.

Work with customers using the same schedule that
* service development,

* and customer service functions follow.

Manage sales personnel and sales partnerships/alliances.




The Market and Sell Services Processes Group

The Develop and manage sales plans Process

Develop and
manage sales Manage sales
proposals, bids, orders
and quotes

Manage Manage

leads/opportuniti customers and
es accounts

 |dentify potential customers

* |dentify/receive leads/opportunities

» Validate and qualify leads/opportunities
e Match opportunities to business strategy
* Develop opportunity win plans

* Manage opportunity pipeline

* Determine sales resource allocation

* Manage customer sales calls
* Perform sales calls
* Perform pre-sales activities
* Manage customer meetings/workshops
* Close the sale
* Record outcome of sales process

Manage sales
partners and
alliances




The Market and Sell Services Processes Group

The Develop and manage sales plans Process

Develop and
manage sales
proposals, bids,
and quotes

Select key customers/accounts

Manage Manage

. Manage sales
leads/opportuniti customers and &

es accounts

orders

Develop sales/key account plan

Manage sales/key account plan

Manage customer relationships

Manage customer master data

* Collect and merge internal and third-party
customer information

* De-duplicate customer data

Manage sales
partners and
alliances




The Develop and manage sales plans Process

Develop and

Manage sales
manage sales Manage sales

partners and
alliances

Manage Manage
leads/opportuniti customers and

roposals, bids orders
es accounts prop ! !

and quotes

* Receive Request For Proposal (RFP)/Request For Quote (RFQ)
* Refine customer requirements

* Review RFP/RFQ request

* Perform competitive analysis

* Validate with strategy/business plans

* Understand customer business and requirements
Develop solution and delivery approach

* |dentify staffing requirements

* Develop pricing and scheduling estimates

* Conduct profitability analysis

* Manage internal reviews

* Manage internal approvals

* Submit/present bid/proposal/quote to customer

* Revise bid/proposal/quote

The Market and Sell Services Processes Group




The Develop and manage sales plans Process

Devel
Manage Manage STEEL

leads/opportuniti customers and
es accounts

proposals, bids,
and quotes

The Market and Sell Services Processes Group

manage sales Manage sales
orders

Manage sales
partners and
alliances

Accept and validate sales orders

Collect and maintain account information

Administer key account details

Retrieve full customer details

Modify involved party details

Record address details

Record contact details

Record key customer communication profile details
Review involved party information

Terminate involved party information

* Determine availability
* Determine fulfillment process
* Enter orders into system

* Identify/perform cross-sell/up-sell activity



The Develop and manage sales plans Process

Develop and
manage sales Manage sales
proposals, bids, orders
and quotes

Manage sales
partners and
alliances

Manage Manage

leads/opportuniti customers and
es accounts

* Provide sales and service
training to sales
partners/alliances

* Provide certification
enablement training

* Manage certifications and
IS

* Provide support to
partners/alliances

* Provide marketing materials
to sales partners/alliances

* Evaluate partner/alliance
results

* Manage sales
partner/alliance master data

The Market and Sell Services Processes Group
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