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Value Stream Description Structure

Service value streams are specific combinations of activities and

practices, and each one is designed for a particular scenario. Once
designed, value streams should be subject to continual improvement.

e
Starts from — .
-~ /) —
/
[ Contributes to H Value Stream Parameters } 4[ Trigger Object ]
\

e ~__ —
[ Practices used ]~—- o
N\
\“[ Gets Input from ]
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Value Strear®erformance Metrics

[ Trigger Object Rejection Rate I‘__""‘“ _—
o, //

.

\'\ J//

\\ /

[ Number of Value added Activities |~—-_.H [ ,,;——«[ Processing Time
Value Stream Performance
[ Number of Needed non value added Activities |——-"‘ / "“"-—~[ Relationship between Leat Time and Processing Time
/
S/ N

[ Number of Non value added Activities |— M‘H—«[ Resource Consumption
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Define Value Chain Performannéol

Design & Transition

Deliver & Support |
—

Improve
——io  Contributes to —

Continual Improvement

Measurement and Reporting \

:—:)| Practices used |—
Knowledge Management |

@Cascadeit 2019

Facts which enable clear dedsions

Knowing what is revelant for companies overall performance management

Knawing wich Information gives which insight in root and cause of service value
stream performance

Clearifies which information is relevant for service performance Information

Serviceowners

——

. ,". Walue Stream Contributors (e, g, Process Owners)
— Audience }01'

|\ Servicelevel Managers

[ / Performance Report
I.' a_.«" o Trigger Object
| { -

Scope on Value Streams

I Assign Purpose on Value Stream Performance Informartion

Define Information Requirements

Define what shall be monitored

Clear what can be measured

Set measuring ownership

~— 4[ Activity J‘

Set measuring frequence / data / target systems/ reporting format

Set tresholds for proactive alerting

| rmanitor
e —————

| clean captured data
.

| process monitoring
|,

|
| Deploy report
i et s

Customers

S —

Value Stream Owners

Y
S~ Gets Input from |2 Relationship Managers
|

Service Owners
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Managing Improvemerihitiatives & Rans

Actual List on business justified improvement measures
| | o
- Outcome |= \ Updated CSI Register (prioritized)
e

| A
|III .‘/”
Improvement
- Starts frem —
.

| !
|
\ I/
Plan \\
Design & Transition I'|

_______-—~| Trigger Object |0{
H’/’

Serviceowners

Value Stream Contributors (e. g. Process Owners)

Management Board

CSl-Register

Entry in Project Portfolio of Company

Obtain and Build

Deliver & Suppor‘t

l*)[ Contributes to |— —

/ | ,
Engage ,-" / \ N
/ \ .
1 .
/ | S
S \ T—
Continual Improvemeant \
" A
Measurement and Reporting 1'II

Knowledge Management

H Practices used |»—*""'

Review CSI Register (old)

Consider Input from Servicelevelmanagers and Relationship Managers
[ Consider actual Project Portfolio

Walidate Toplevel Priorities on Improvement Propositions

Check Business Impact if Improvements are not performed

Proof Business Justification

|
Monitoring and Event Management |

|
\
|
!
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Groom on CSl-Register Priorities

Prepare Change Proposal for Improvement Measures

define responsibilities / target date / target value stream
|

| Update CSI Register (new)

Customers

| Process Owners

Relationship Managers

Servicelevel Managers

| CSI Manager
N —
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Knowing about improvement Status

Facts which enable clear decisions

/
[ Knowing which improvement initiative is on which status
_— Qutcome [e
// | Being able to set priorities
/
.".;
/ Serviceowners
|,"' I|' Value Stream Contributors (e. £. Process Owners)
Improvement / .
- Starts from — / — Audience [&{  servicelevel Managers
.\\ |'II //. II
. y |
Plan
Design &Transition |

—ee

Obtain and Build |

I Contributes to i—
- 1 __.-//

Customers / Users / Governance Board / Management Board

) i Improvement Status Report
| Trigger Object

Deliver & Support

|
/i

Engage |

I

o —

|

Capture Improvement Intiatives
f
Continual Improvement

| Define Audience
—

1
Measurement and Reporting \'u /
Knowledge Management

| \
Practices used
)

Monitoring and Event Management

Review and consolidate Change Requests / Deploys/ Transitions and Releases
Collect Status Information

| Process Status Information

II,\ Deploy report
\ ——
\
“".
\\ Customers
\__.

\

. | Process Owners
— Gets Input from [=

1
\
\,

Value Stream Owners

Relationship Managers

Servicelevel Managers

@Cascadeit 2019



l ascadelT

Managing consolidated Demands arup@rtunities

Consolidated Demand List 3= oriencation
,_| Ouocame |!-3|
-

Portfolic Decsions
| Simplfication of o  Project Initi

on Steps

| Service Changes snd Releases

Serviceownears

p
. I Value Stream Contributors {e. g. Process Owners)
L Audience |

Management Board

- —{ Trigger Object |-
T

Consolidated Demand List

Who

—

Wihat activity
Engage
(oo b N
-
Plan
Contributes to i— Value Stream Parameters
1
Partfolic Mansgemens -
—

—

Stratesy Mansgement T

Adressed Qurcome

Gain Creation Factor

Consider Existing Demands
f
|
|
|

Pain Relieving Factor
Categorizing Demand
i

Assigning Market Space

Rate on Business Impact
1

Portfolio Candidate
Convert Demand into € Project Initiation Reguest
{
| Charge Regusst
| |
|
|
|

Check Capacity Impact if realized

Raise Capacity
7

Repriortize Portfolios, Chamge-Plars or Imerovernent Slans
Customer Segment
Assign to specific o

Service

\, Walue Stream
Update Consolidated Demand Lizt

Customers

———e
Process Owners
\ { Gets Input from Jot

Relationshiz Managers

Servicelevel Managers

€SI Managsr
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Delivering Knowledge and Informatidsoat 3¢ Party Service Components

Engage
= Starts from —
T

Plan

Design & Transition |
—\I
Obtain and Build t ) r
t Contributes to —

Deliver & Support

Continual Improvement |

Architecture Management

Configuration Management |
|
Asset Management | i -
Practices used -

Servicelevelmanagement

Supplier Management |

@Cascadeit 2019

| Obligations
Knowing about 3rd Party Service Components  ©)-

[ h Risk Profile for own Services

) 1

| | Whatsin
Ve - ', Knowing which controls and preservations have to be performed to protect o 3rd Party
g | integrity of "
. Chwn Company

/
Serviceowners
Walue Stream Contributors (e, g, Process Owners)

/
Iu'l I".'
/ | - I /
/ _— Audience |&f
~ | 3rd Parties
N —

-
Asset Records

//'
) rd
\ / . . 4
\ _—— Trigger Object [={ Entries in Contracts and Agreements

Capturing the component (3rd Party)

Describing component (3rd Party)

|," Assign Risk rating for component (3rd Party)

Manage component (3rd Party)

Monitor component (3rd Party)

Report on component (3rd Party)

||I Alert on component (3rd Party)

Y
\ \
\
'.\ Audit and Review on component (3rd Party)

Y,
Component Owner

\
\
', ’
N i
. rocess Owners
"~ Gets Input from  fer
\ servicelevel Managers




=Bt new ar Shangsd ssrvicss

madificalions in technical architecture landscape

ascadelT

45 = Demsign or Transilicn Mamager you know wihal 0= communicale

rime =rmsemss [o specific cuslomer Semands

adifications in valus sireams, polices 2nd sroc=sses

newe Service Configuration Modeis

f
|
Teatures
—_—

informed aboul new @{- zolizies
\

Delivering Knowledge and Informatidooat new & changed products and services

techinologies and products

in mew ar anged s=rvices

1 owcome |c+\ Mm susComer youw mre
- |
| .

I e

i crmer of suppart line units snd operalisn LRts yow ane nfsemes wiat will e

= in Dechinical architeclurs landscape

e in covering specific customer Semands

in walus sireamms. polices 2nd Sroc=szes

|
/
f
|
Servizmmwners
Il' Waluz Stream Cantritutars (=. g Proc=ss Cwoers)

)
|
|
| //———l Audience 'x“ili Custarmers:
| U=
Dimsigrn Packages
-
i/
_— Trigger Object |
\

Tramsition Packages
Scope Staksholiens

Test- and Vabdation Results Report

Collect Information Reguirements on Servioes and Products
Scope what shall be communicated

| Fredbsck Mechanmms

Flan and Coordinats Design Packages  ©
Supsrviss OBbtsin and Build Aclivities  © Scooswhet shall be commuricated
Supsrviss Design and Tramsilion Astiviliss  © Szops whal shall B2 communizatss
| Audiznzs
[ Contenc
Estabish Cormrmunicsticn Plan " Erequencs
Cruarnel

S=rvizecatsiogus Mamsgement
\
Knowi=tige Mansgemenr |
Emlm=z=rmensg=ment .
—
-
. \
Servicmvabdation and Test Practices used \
Trarsitions
Frogect Manage=ment I
[ Teaes
| Execute Communication Measunes end Contents for  Sf———
e —— }f
| D=ploys
| Transiticns
| | Te=cs
| Rmview FesdBisckon 5
1
\_ De=ploy=

Cusfomers
| Dmsign and Transilion Tesms
Process Owmers
Ri=lalizrshiz Marsgers

Sercicslmesl Maragsrs

CS| Maragsr
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Establishindpolicies, Requirements andrGtraints

Having a clear »ervice Mission
f
," Hawving a clear Goals Cascade and Paolicy Relation
—~— Outcome |[Sf
/ '.\ Defining Clear Rules for driving wished behaviour
/
J
/
!
I}
|

all 5takeholders
”d_\ Mansgement Board
o
-~

Polidies

 —
__—] Trigger Object 2|  Goals Cascade
e
-

Plan
——6{ Contributes to ]» S

Define Company Stakeholders
|

Risk Appetite
| Define Stakeholder Drivers G)I.". Resource Optimization
f 1
|| | Benefits Realization
Innowvation
Il'l Revenue
Set Company Goals -C—){
; \ \ f Cost
Evaluate rd | - {
— //' | \\ I I'u, Process
Measurement and Reporting | s || T
| - T—
-~ \ Company
. ol 1
orecs A Practices used — \
Mani | | | Service
onitor y \ \ Cascade Geoals from O}'
1 IT
Continual Improvement JIII I|I r|\'\

\ I'.\ Process / Value Stream

1

\

'|I | Check Constraints

1

\

1} Formulate Goals

\“. | Establish Policies for Achieving the Goals
\ \

h\ ||I Communicate Policies
A\
.\\

A
\

Customers
i

N, /
™,
\\
-

Relationship Managers

f Process Cwners
\—| Gets Input from }D(
I\
@Cascadeit 2019

Servicelevel Managers
1

|\ €5l Manager
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Scoping ohmprovement Opportunities

Plan

Design & Transition

Obtain and Build

Deliver & Support

—_—

Engage /
—

Improvement .
———————o| Contributes to —

Continual Improvement

Measurement and Reporting

starts from

Actual List on business justified improvement measures
'\ Updated CSI Register (prioritized)

///’
/

/

i

/

i/

Serviceowners
S —

I
,/{ i [ Value Stream Contributors (e. g. Process Owners)
/ — Audience &
f ~ \
/ ~
//

Management Board

CSI-Register

|I .l'l l('—
Iu'l I.-"al o Trigger Object |2\  Entry in Project Portfolio of Cormpany
. [/ /"/-
~ [/

/

Rewview C5l Register (old)

Y
|
A
Knowledge Management }'?" Practices used
|
Monitering and Event Management J-'

@Cascadeit 2019

Consider Input from Servicelevelmanagers and Relationship Managers
In’
| Consider actual Project Portfolio
” T i
Vi \ | Validate Toplevel Priorities on Improvernent Propositions
.rj. | /
y \ \\\ | Check Business Impact if Improvements are not performed
V., II -.R\_—__ — r
e I|I e Activity | Proof Business Justification
\ \
1
1
1

. Groom on CSl-Register Priorities
\

Prepare Change Proposal for Improvement Measures
II

define responsibilities / target date / target value stream
Update C5l Register (new)

o

Customers
by f
N,

Process Owners

Relationship Managers
Gets Input from

| Servicelevel Managers
|
| €5 Manager

—
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Managing Product and Servioarffolio

Clear Investment List for next budget period

Clear view for all stakeholders what will change for next budget period
. year
!

Budget Position on Investments, new Services, Products and Measures for next

Having a starting point for new projects

Serviceowners
S ——

Value Stream Contributors (e. g. Process Owners)
\

Mamnagement Board

Plan
- Starts from —_
T

Engage
©{ Contributes to E—

Project Portfolio updated
e [ Trigger Object ]\'3( Project Charters

Strategy Management

Caprure Portfolic Candidates
f
|I Impact on Revenue
—
| Sort along f:'lllr Risk Expositicn
? | I .,
// | . [ \
e 1 ‘\
Service Financial Management | - I|I .
| " | e
service Carslogus Mansgement } o II
|
Portfolio Management |

Optimal Sequence on Realisation

Consolidate Portfolio updated including new Projects

Newly developped
—
I kept in Service Catalogue
Define which service / service value stream / product shall be Gﬁ'
| | Medified
1 s
| \ Replaced (;}I-'l Modemized
\ T
Y | '\ Retired
I". [ Handover to decision Process I
\\\
\\ Customers
N\
N

——
|'|l

N

\“h~| Gets Input from Ilf_,l

Pracess Crwners

Relationship Managers

Servicelevel Managers
|
\
\

CSl Manager
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Definition of Contract andghkeement Requirements

Engage
-a\\\
“\\

Knowing what to source E—?’ Howe
i

1|-,_ for which service

\

under which rules

Suppliers and Contraces List

|
Management Board
e

=

Vi |

\

\

!

fl i

J II S—
— udience o

— I'\ Suppl

' —

Sourcing Policy

[ /
/!
ry
o — | Trigger Object IO‘\ Contract and agreement requirements List
- -

Review Business Strategy

Clearify Resource Categories

I
Define categorybased Sourcing Options

Set categorybased sourcing and procurement polices

Define Owners

Design & Transition .
——————————————— Contributes to —
~

Follow Contract and Agreements Reguirements List

Project Management
i

Supplier Management

Servicelevel Management

Releazemanagement

Deployment Management

Servicedesk

Monitoring and Reporting

Infrastructure and Platform Management

@Cascadeit 2019

Set Controls
MMonitor Procurement Performance (not only the price..)

Report on Procurement Performance

Improve and Adapt Sourcing Policies and Options

Customers

—_—
| Process Owners
In'

Relationship Managers

Servicelevel Managers

Gets Input from
ZEl Manager

,

| Suppliers

=)

Contract Performance

Supplier Performance
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Portfolio Decisions

— Qutcome H
e

Priorities on Portfolio Candidate Realisation

Clear view for all stakeholders what will cormne on new Projects

Hawving a baseline for strategic / tactical planning
\
._;/ | Hawving the ability to take preservations for project kickoffs
ff.
/ )
/ Serviceowners
f
I."l I"f Value Stream Contributors (e. g, Process Owners)
."I /‘/ |\ Management Board
/ yd
/ /
[/
III /" Project Portfolio updated
| / /
.'I If’ o [ Trigger Object J(){ Project Charters
[/ ~ h
Plan f
> Starts from

_____H"“"\.
~
Design & Transition i
—_————— o Contributes to —

Strategy Management

Value Stream Parameters

5
Service Financial Management

Project Management

\ ™,
e I :
)

\
7 | \‘
_— |
o
|

1
Risk Management |
Sttt

|
/

Caprture Portfolio Candidates

Decide on Portfolic Candidates

Define Project Owners

Define Project Controls

Consolidate Portfolio updated including new Projects

Define which service / service value stream / product shall be

Newly developped

/

|

\

\ |

\ \
\

\
Y

Charter Projects

Communicate new Portfolio

/
\ )
\ |

N\

\\\i_

Customers

Process Cwners
S

_jf Relationship Managers
Gets Input from

H. Servicelevel Managers

@Cascadeit 2019

. CS1 Manager
———————

kept in Service Catalogue
o

f Modified
!

\ Replaced (;}-In'l Modernized

1
'\ Retired
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Defining Architectures and Polices

Structurad View on architectural Landscape

Landscape
A ——

/
Clear Roles and Responsibilities for architectural work S Solution Building Blocks
+

I‘.‘ Architecture Building Blocks

Solution Building Blocks

f
| |
| f

fa

Architecture Building Blocks

Policies

|
| Repaosi Artefa s
\ poste en o= Servicernodels

| Technology
i
| Diata
| Configuration Modeis e
\ -
Organizational Maodsls

| Services and Subservices

Serviceowners

Systems Ownars

Plan Project and Portfolioc Stakeholders

',

=4 Starts from —
—

T

Design & Transition B ™,
| Contributes to —_—

Zrrategy Management /
\ A

Repository
— | Trigger Object |<_H: Architecture Guidelina

Capture Business Strategy / Drivers / Constraints

Service Financial Mansgement |
|

Project Management
Risk Management

Architecture Management

I\|
H[rmimen ]~

Ewvaluate / Direct / Monitor

@Cascadeit 2019

| Walidate Service Portfolic

Analyze architectural Landscape - Asis

Define architectural Landscope to be

Specify Elements to be controlled in architectural Landscape

| Define Role of Architecture in @

| Define Architecture Guideline &

|  Communicate Policies of Architecture Guideline

| Establish technical Instruments for Managing Landscape

CTo

|
| Customers
| eeeeee—
|'
Process Owners

Gets Input from Relationship Managers

|\ Servicelevel Managers
Al

|
| CsimManasger
——
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Strategic Planning

Business Plans

| Portfolio &
—_—
Budget

Knowing which strategic plans are relevant © Business Continuity Plan

|' . Investment Plan

| | Continual Improvement Plan
.~ Outcome [ \"
|| | Strategic Communication

|
\ Knowing how much strategic Budget shall be in place

Serviceowners
| Walue Stream Contributors (e. g. Process Owners)
_—1 Audience t
| Customers

Operational Plans

———
/d_,_—— ‘| Trigger Object |O'L Plan Entries in Service Support Systems

Capture strategic Objective

Plan
____
—
Users
—_—cy Contributes to —_—

Strategy Mansgement

|I Set Targets for sup plans

Technology

Resources &
{ Pecple

A

Portfolio Management '| Time
4 Plan for strategic level
Project Management / Budget
| E Activities
\ —
S— |

Service Financial Management (Budgeting) . o
> Practices used —
Relzasemanagement

Change Comtrol |

\ Cwnership
| Consclidate Plan

I\ Communicate Changes towards tactical and operational Level

|
Monitoring & Reporting |

| Get Feedback from tactical and strategic Level

verify or define Controls

Cammunicate Plan

II Deliver Feedback to strategic Planners

Customers
—
I'l Process Owners

‘ Relationship Managers

Zervicelsvel Managers

1
It CE8l Manager
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CSl-Register / Service Improvement Plan

Tactical Planning
|'r Service Continuity Plan

Availability Plan

Knowing which tactical plans are relevant Capacity Plan

i
Change- and Releasze Plan

Service Feature Backlog

e
(\ Sprint Backlog

Knowing how much tactical Budger zhall be in place

|
||
- = | . N
/,- Qutcome | | Project Backlog Products, Value Streams and Services
/ |
/ \

Serviceowners

—

X I'I Value Stream Contributors (e. g. Process Owners)
| Audience 1
,// \  Customers
/ e

Operational Plans

Plan i/
—_— Starts from —
i | f.-’ o gger Object '-\{_ Plan Entries in Service Suppart Systems
-~
o

AN [/ )
[/ /

o
Capture Constraints from Tacrical Plans

Uzers . \,
Contributesto |—_ A I/
— \ | |/ i

Technology

Resources
" People
N —

Strategy Managemant
Availability Management III Jr/ Time
——— /
Capacity Management | g Budget
. Activities
\\\H—M—
o Ownership

Service Financial Management [Budgeting)

Consolidate Plan

|

Werify or define Contrals

In=till Change Requests if Constraints are touched

Change Contral

Monitoring & Reporting

[
J

Project Managemant |
|

Servicedesign |
Communicate Plan

\,
—
|| Deliver Feedback to strategic Plannars

Customers

II Process Owners
 —

Relationship Managers

\ f
e
| Gets Input from —_—
Servicelevel Managers
AL ——

|
| CSlManzger
N —
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OperationaPlanning

Shifl Plans for S=rvicedesk

[ Shift Plans for Fickd Service:

Shiff Plan Tar Service Op=ralicns

Knawing which cperational glans ars relevant S
{ D=ployment Flams

S=rvize Fmaturs Backiog

al'lr Walus Strewm Backlog

- ——1 Cutcome h \ Praject Deliverables for operational time pericd

| Knowing fhow much apesretional Busget shall be in plance

S=rviosowners

{

. | Waluz Stream Conlributsrs (= 2. Froczss Owners)
e Audisnce
- | Customers

%

Cmermtonal Fans
_—— Trigger Object ¢  flan Entrims in S=rvice Seooart Sysisms
= .

Caplurs Consirainis fram Taclical Plans

Elar Plan for Operational Lewel &

2 Searts from —

",
_ ks

WValue Stream Parameters |
) De=lsmr Feecdbad: [o Caclicsl Planners:

Consolidace Plan
Werify or define Conlrols

Hzars |msLil Charge Reguests  Consiraints ars [ouched

Communicale Plan

Semviz= Financial Manag=ment (Sufg=ting)

Releasemarsgement |

Custarmers.

Changs Comtrsl

| hEmemErE
| Valus Stream Cemes

S J" Change- == R=l
'“———| Gets Input from = TeEsRTmeTERTE
U‘,\ Zarvizlessl Managers

Maonitzsing & f=porting
Secvicsdesk

Practices used

Asz=t Managemet
S —
| | Sl Manager
Diepicyrment Mansgsrment | —_—
Smmvic= Dwmers
| Project Owmers

| Valu= Siream Owners
.~

-
- Focus Areas  [=
-

Plan

Impeawe

Lead Tirme

Process Tam=

Rescurcs Censumptian

.
\-[ Metric on Value Stream

Satisfaction Index of Stream Consumers
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Defining Performance Management Execution

Oear View whial ocn Perfonmance will e managed and hiows

|  Oear View on Resorting Reguirsrments

Oear Gowsrnanos View oy

Evasluating end Sooping Business Unit Targs=ts

Diirecting tfhe Business Unic

Manitoring Targst Achisverment

Strategic =

=
| Dhmsr Beformanos Mansgerment Legers O Tactcsl @
[

| Ooeraticnsal @
M

filarmsg=roest Boars

= T T
) Serviceawriers
o Auodience Sf——————
\
- \

Walue Stream Cantributors (= 5. Process. Oweners)

[—] Farformancs Guideine
e Trigger Object F

Scooe on Business Ervirsoement

Di=fine Stakshoides and their Targsis

Align Staks=holder Targers with Company Targets

Align Company Targets with Carmpeany Capabilities (enabiling Factors o Practio=s)

Di=fime Targels by Cepebility (Ensblng Factors of Pracrices)

R=porting Lines

=l

Crefice R=poriing S=guences and Farrads

\, Authorizaticn Structuess

FManitocr and Conoral

Estabili=sh techinical bnsiruments

Cimfurmr B Simmart | \ | Activiny |
J P
J Value Stream Parameters ]
I o
7
-
-

i,

De=fine Monitoring Walus SCreams

Continual Improeement

Ciefime Perfoomanos Managsr—est Wales Streers

Ciefime R=porticg Welus Stres—s

Mimmsureren and S=gorting "'I e
=1 Pracrices used -
Knowisdge Mansgement | |

)

—

H'——l Gets Input from Or
-

Flamsgsroest Boars

| Aszociaticns J Regulstors § Authocities

Custormers

|l‘ Servio= Owrers

Management Board

S= o Crrsreers:

Rescurce Consumption
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Disseminate Stakeholder Feedback

Improve B
=| Conftributes to —_—

Relationship Management

Servicelsvel Management |

Project Management

Organisational Change Management

Change Control
|

Servicedesign !
—

@Cascadeit 2019

Knowing what is important on Services and Products for our Stakeholders

[ Bnowing why it is impartant

Knowing what of this is important in which lifecycle phase

\ Preventing failed service launches

Serviceownsrs

Customers

Management Board

Stakeholder Inputs List for Service- and Waluestream Design

) ,_——l Trigger Object }’D( Service Innovation Candidate List

Feedback Capturing
e

| Participation in Servicedesign

Define Channel for L Feedback on Transition

Feedback on Support Tasks and Service Execution

Service Improverment Panels

| Business Relationship Management

iy
Define Ownership for collecting Feedback Items & Servicedesk

r
1
| \  Servicelevelmanagers

| What iz the Pain

—
/

Collect Feedback Olll What shall be the Gains for the Stakeholder
1

| | What are the facts behind

Compliments and Complaints

| Categorize O Input for Product- and Service Innovation

\  Satisfaction Survey Results

| Dispatch

| Give Feedback to Stakeholders

Consclidate all got Feedback for Rewview

| Profile all got Feedback / Cluster and Analyse for Innovation Candidates

| Handover Results to Demand Profile Management and Marketing

| Update Innovation Candidate List

Customers
—_—

| Relationship Managers

b,
|
T -
~| Gets Input from = Servicelevel Managers
b
\

€SI Manager
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Disseminate Service Performance Info before Design and Transition

Facts which enable clear dedsions on Designing and Intreducing Services /
Servicefeatures and new Products

E
/,/-| Outcome |0"\_ Achieving better Servicesigns and Acceptance Rates before Transition

/ Servicedesign Team

f

II . s
| Service Transition Team

.l"l |
f
l|lI.’ /’___ Servicedesk und Service Operations
/ e |
rd
/
/

| Lead Architect
|

| / Functional Requs
Improve { fa"' Requirements Catalogue for Service © ~————————"—
————H Starts from e [/ ——— Trigger Object (o~
~ / B o

1 Non functional Requs

, | Vs
Design & Transition A [/ / i
| ______\ N II| / Ve Agreed Servicelevels
| Target Satisfaction
Value Stream Parameters Scope on Service G
[ —— { Functional Requirements
Continual Improvement - Y . |I |
Y / || \ | |\ Non Functional Requirernents
Service Validation and Testing | / II ', | ’
il ’ | \\ Design Team
Release Management | / \ A | Set Stakeholders to be informed OI/—
\\ 7 \ \\ i Transition Team
Deployment Management | e \ .
- \ \“--___ Collect Post Experience Data (if available) on Service
Servicedesign | I|I
— | Collect Test Results
Architeccure Management | \
Il | | Consaolidate Defects List from Development
Deployment Management | \

Validate collected Performance Information to Teams

| Assist in Validation and Evaluation before Deployment

Customers
\ — =

\ f Development Team
h

—————————————

Service Owners
Servicelevel Managers
N — e

\ Test Team
N—
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Learning fronRequests and Feedback

Actual View on "Climate” within Customer and Stakeholder Environment
/
| Hawving possibilities to react before customers leave
/' Having facts for improving relationship
/
/ |
_.»’( | Preventing failed service launches
/
.":
/
/
/

Serviceowners
) I|" Customers
— Audience [
//' |\ Management Board
Compliments - Ideas and Complaints List
_— Trigger Object [@(  Customer Satisfaction Surveys
-
Customer
Engage
——

Relationship Management

Feedback on Transition
{
Define Channel for Ideas, Compliments and Complaints  © Feedback on Support Tasks and Service Execution
f t
III I'.._ Service Improvement Panels
| Business Relaticnship Management
- | Define Ownership for collecting Request and Feedback ltems @ Servicedesk
S/ | \, / T
\ S II N | | Servicelevelmanagers
. e |
S level M nt | 4
erviceleve’ Vianageme | /-/ I| \\ Collect Compliments, Complaints and Feedback
- . — | .
Servicelevel nt 2| Practices used — | - !
e \ T | Categorize
{ 1
Servicedesk | 1 .
— III ,  Dispatch
I', | Give Feedback to Stakeholders
II
I'. | Consolidate all got Feedback for Review
II
I'.I | Profile all got Feedback / Cluster and Analyse for Improvernent Candidates
\
\
".“ |II' Handower Measures to Improvement Planning
l'\l I, Update Compliments, Complaints and |deas List
\ \
I".
\
‘\_\ Customers
\
\\

Relationship Managers
|
\'"‘{ Gets Input from I:)[\ Servicelevel Managers
|

Il\ C5l Manager
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Disseminating Information on completionusfer support tasks
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