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Virginia Tech vs.
Nebraska
September 19, 2009

Final Score
vYNebraska 15
yVirginia Tecli6
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Service

ADelivering value to customers
ABy creating desired outcomes

AWithout ownership of cost and risk
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Customer or User?

Customer User
A How much does it cost? A Does it work for me?
Als it worth it? A Does it help me get

something done?
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IS It a Business Service?

Does it provideX

Directvalue to
customers?

Desired outcomes?

Without ownership of
cost and risk?
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Is it an IT Service?

Does it provideX

Indirectvalue to
customers?

Desired outcomes?

Without ownership of
cost and risk?
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Service Management

A Organizational Capability Functions
Processes

A Provide value to customers

Resources

A In the form of service

Services
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Lifecycle

/Service Strategy

I I What and Why '
/

Service Operations Service Design

Keep it Going Who and How

r »
Service Transition

Make it So

Continual Service Improvement
Make it better
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Service Strategy

What and Why
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What Is our goal?
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Service Strategy
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