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Virginia Tech vs. 
Nebraska

September 19, 2009

Final Score

γNebraska 15

γVirginia Tech16

²Ŝ ŘƛŘƴΩǘ 
deserve 
to win.

²Ŝ ŘƛŘƴΩǘ 
deserve 
to win.



Service

ÅDelivering value to customers

ÅBy creating desired outcomes

ÅWithout ownership of cost and risk



Customer or User?

Customer User

ÅHow much does it cost?

ÅIs it worth it?

ÅDoes it work for me?

ÅDoes it help me get 
something done?



Is it a Business Service?
Does it provideΧ

Directvalue to 
customers?

Desired outcomes?

Without ownership of 
cost and risk?



Is it an IT Service?
Does it provideΧ

Indirect value to 
customers?

Desired outcomes?

Without ownership of 
cost and risk?



Service Management

ÅOrganizational Capability

ÅProvide value to customers

ÅIn the form of service

Services

Resources

Processes

Functions



Lifecycle



Service Strategy



What is our goal?



Service Strategy

Å[L{! Ψлу LƴǾƛǘŜŘ ¢ŀƭƪ



Two Key Words


