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v k%2442 (Whatis a Service)
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service Is a means of delivering value to customers
by facilitating outcomes customers want to achieve
without the ownership of specific costs and risks.)
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v BREBE9IHRL (Warranty of a service )
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v IRFEEE—EFENHEHLRET], ELURSHA
ANAEPEHAME.
(Service Management is a set of specialized

organizational capabillities for providing value to
customers in the form of services.)

= A17, wHIIm

ITILAE it iR iR


http://www.itilxf.com/

MM (Ltility) S51H% (Warranty)

A A8 34 /6t

g

P it 3 1 i

:

4% H

AL I

o7 R 2

A

HEEE

-

Fr eI 2 | X/

Rigucs | - IhARL

= AT, BERIT

CTILE i i R R


http://www.itilxf.com/

2lis{NiE (Value Creation)

® XFEE (Mind the Gap)
v'Perceptions (EH01)
v Preference ({Ax34)
v Attributes (B14)

® x3¥mhiz (Marketing mindset
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IRFEZFZ (Service Assels)
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v B AENIRS R

. NSRS MRS (internal service provider)
. X ZPRE HE T (Shared Services Unit)
. SMNERAR SR (External service provider)

Corporate
(Corporate Business
Function)
. S{"ﬂtrke_ﬁ"'ﬂl ) Coatings Plastics Textile
rategic planning
Government Affairs BUY) (BU) (5
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v BRI AR EREA T2 (The essence of strategy
is choosing what not to do)

v ExEERYAP R N
v Perspective (IZ=
>Vision and mission ([EEf{E )
v/ Positions ({if &)
>Policies and distinctiveness (SRE&FI4F7R M)
v' Plans (3%
»Method and execution (F53EFI#1T)
v Patterns (%53
»>0ngoing actions and adjustments (HRIF{EFIIHEE)
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Strategies for service
Service for strategies
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