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The Understand markets, customers, and capabilities Process
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The Market and Sell Services Processes Group

The Understand markets, customers, and capabilities process

Making sense of the

* market and

* customers

to identify the right opportunities to be capitalized,
given the organization's competencies.

Discern trends and shift in the market and customers.

Identify 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



TheMarket and Sell ServicBsoceses Group

TheUnderstand markets, customers, and capabilgresess
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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
is key to properly scoping the problem and approach.
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The Market and Sell Services Processes Group

The Develop marketing strategy Process The Develop marketing strategy process

Charting a strategic course for marketing services.
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* Create a specific positioning and branding for the organization's offerings.
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The Develop marketing strategy process
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The Market and Sell Services Processes Group

The Develop and manage marketing plans Process
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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

materials.
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TheDevelop and manage marketing pl&iecess
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The Market and Sell Services Processes Group

The Develop sales strategy Process
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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
* customer management activities as well as
* progressin achieving sales targets.




TheDevelop sales stratedfrocess

Establish
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Establish sales
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TheMarket and Sell ServicBsoceses Group

Sales

1 Delivery

Calculate product market share
Calculate product revenue
Determine variable costs
Determine overhead and fixed costs
Calculate net profit

Create budget

COST OF SALES

Performance Indicator

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.

Develop
marketing
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The Market and Sell Services Processes Group

The Develop and manage sales plans Process
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The Marketand 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.
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TheDevelop and manage sales pl&ngcess

Develop and
manage sales
proposals, bids,

and quotes

Manage Manage

Manage sales
customers and

orders

leads/opportuniti
es accounts

* Receive Request For Proposal (RFP)/Request For Quote (RFQ)

Identify potential customers * Refine customer requirements
Identify/receive leads/opportunities * Review RFP/RFQ request

Validate and qualify leads/opportunities +  Perform competitive analysis

Match opportunities to business strategy + Validate with strategy/business plans

Develop opportunity win plans * Understand customer business and requirements

Manage opportunity pipeline * Develop solution and delivery approach

Determine sales resource allocation . . .
+ Identify staffing requirements

Manage customer sales calls

* Perform sales calls

* Perform pre-sales activities * Conduct profitability analysis
+ Manage customer meetings/workshops

+ Develop pricing and scheduling estimates

+ Close the sale + Manage internal reviews

* Record outcome of sales process + Manage internal approvals
* Select key customers/accounts

+  Administer key account details
*  Retrieve full customer details

¢ Submit/present bid/proposal/quote to customer +  Modifyinvolved party details

* DEVE|Op sales/key account plan . . *  Record address details
* Revise bid/proposal/quote

* Manage sales/key account plan *  Record contact details

+  Record key customer communication profile details

* Manage customer relationships

* Collect and merge internal and third-party
customer information

* De-duplicate customer data

* Determine availability

Understand * Enter orders into system

markets, Develop Develop and
customers, and marketing manage
i strategy marketing plans

* Accept and validate sales orders

» Collect and maintain account information

+  Review involved party information
* Manage customer master data + Terminateinvolved partyinformation

* Determine fulfillment process

Manage sales

partners and
alliances

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

Develop sales
strategy

Provide sales and service
training to sales
partners/alliances

* Provide certification
enablement training

* Manage certifications and
skills

* Provide support to
partners/alliances
Provide marketing materials
to sales partners/alliances

Evaluate partner/alliance
results

Manage sales
partner/alliance master data
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Group, Tﬁe Marketing and Sales Processes

Strategic Planning, Develop and Manage Services

Until now:
Process
Gropus

The Deliver Services Process Group

» Offering services to customers.

The Deliver Services Process Group

* This is the act of providing service delivery

* as a core business practice and covers
* identifying strategies for
* performing service delivery,
* managing resources, and
* delivering services to the customer.
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The Deliver Services Process Group

The Establish service delivery governance and strategies Process

* Creating rules and regulations for service delivery to the customer.

* Establish a system to manage
« performance,
e delivery, and
+ direction of service delivery.

* Engage with the customer for satisfaction feedback.

* Define
+ goals,
* policies,
* processes, and
« workplace layout and
* infrastructure
as a part of the service delivery strategy.

The Deliver Services Process Group

The Establish service delivery governance and strategies Process

* Subprocesses:
* Establish service delivery governance
* Develop service delivery strategies



TheEstablish service delivery governaSoabproces

Set up and maintain
service delivery

Solicit feedback
from customer on

Manage service
delivery

Manage service
delivery
performance

governance and
management system

development and
direction

service delivery
satisfaction

* Providing « Conducting and * Providing guidance of .+ Engaging the cust
« a system for which to implementing resources to ensure gg’?%lgligvere ,fgs ;Jl:nzr
manage customer needs performance measures that the development ’Fc)he effectiv:nesg Ofg
and to ensure successful and direction of services rendered in
* a structure for which to delivery of service to service delivery is in order to improve on
facilitate service delivery the customer. line with customer key delivery functions

to fulfill those needs. needs. going forward.

TheDeliver ServiceRrocess Group




TheDevelop service delivesyrategiesSubpocess

Define service , Define service
: , : Review and :
Evaluate delivery Define service ) : delivery
: validate service
resource network and delivery ) workplace
o delivery
availability supply process layout and

; rocedures .
constraints P infrastructure

Define service Define labor

delivery goals policies

* Aligning organization . Definiggpoliciesand
i . roceaures
practices * Understanding the needs P

* to meet the needs of th{ of the customer and
customer

* that focus on meeting
the needs and
expectations of the
customer

» providing the necessary
resources to meet those
requirements.

* by creating service
delivery goals.

* within the working
parameters of the
organization.

* Qutlining labor policies

for resources and + Identifyingand

understanding the
limitationsimposed upon
service delivery network
and supply.

* ensuring that those
policies meet the needs
of the

* organization, the

* customer, and

« government regulations.

Manage service
delivery resources
Deliver service to

customer

TheDeliver ServiceRrocess Group



The Deliver Services Process Group The Manage service delivery resources Process

* Understanding the demands on resources and

* creating a plan to enable the delivery of services via those resources.

* Subprocesses:
* Manage service delivery resource demand
* Create and manage resource plan
* Enable service delivery resources

Establish service
delivery
governance and
strategies

customer

Manage service
delivery resources
Deliver service to

The Deliver Services Process Group

The Manage service delivery resource demand Subprocess

* Ensuring necessary resources are maintained through monitoring pipeline,

* developing forecasts, and

collaborating with customers.

Determine skills needed for service deliver and

forecast customer orders.

Monitor forecasted orders and

modify if where needed.

* Measure forecast accuracy.

The Deliver Services Process Group



TheDeliver ServiceRrocess Group

TheManage service delivery resource dem&uibpocess
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The Deliver Services Process Group

The Manage service delivery resources Process

* Subprocesses:
* Manage service delivery resource demand
* Create and manage resource plan
* Enable service delivery resources

The Deliver Services Process Group

The Create and manage resource plan Subprocess

* |dentifying the need for and creating a resource plan.

* Understand resource demand and align with
* capacity,
* skills, and
* capabilities.

* Enlist suppliers and partners to supplement needed skills and capabilities.

* Monitor and manage capabilities and skills with an eye on critical resources and
supplier capacity.




TheDeliver ServiceRrocess Group

TheCreate and manage resource pubpocess
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and capabilities skills and
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The Deliver Services Process Group

The Manage service delivery resources Process

* Subprocesses:
* Manage service delivery resource demand
* Create and manage resource plan
* Enable service delivery resources

The Deliver Services Process Group

The Enable service delivery resources Subprocess

* |nstituting training to enable resources to provide service delivery to the
customer.

* Develop a training plan.
* Create materials that provide for operation and technical training.

* Schedule, perform, and evaluate training.




TheDeliver ServiceRrocess Group

TheEnable service delivery resour&spocess
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The Deliver Services Process Group
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The Deliver service to customer Process

* Subprocesses:
* Initiate service delivery
* Execute service delivery
* Complete service delivery

The Deliver Services Process Group

The Deliver Services Process Group

The Deliver service to customer Process

* Rendering service to the customer by
* initiating,
* executing, and
* completing tasks
* associated with service delivery.










































