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5.1 SERVICE
MARKETING



The Understand markets, customers, and capabilities process
Perform customer 

and market 
intelligence 

analysis

Evaluate and 
prioritize market 

opportunities

Th
e 

M
ar

ke
t 

an
d

 S
el

l S
er

vi
ce

s 
Pr

o
ce

ss
es

 G
ro

u
p







The Develop and manage marketing plans Process
Establish goals, 
objectives, and 

metrics for 
services by 

channel/segmen
t

Establish 
marketing 
budgets

Develop and 
manage pricing

Develop and 
manage 

promotional 
activities
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Analyze and 
respond to 
customer 

insight

Develop and 
manage 

packaging 
strategy

Manage 
product 

marketing 
content



5.2 SERVICE
SALES



The Develop sales strategy Process

Develop sales 
forecast

Develop sales 
partner/alliance 

relationships

Establish overall 
sales budgets

Establish sales 
goals and 
measures
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The Develop and manage sales plans Process

Manage 
leads/opportuniti

es

Manage 
customers and 

accounts

Develop and 
manage sales 

proposals, bids, 
and quotes

Manage sales 
orders
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6. SERVICE DELIVERY 
PROCESS GROUP





The Establish service delivery governance Subprocess
Set up and maintain 

service delivery 
governance and 

management system

Manage service 
delivery 

performance

Manage service 
delivery 

development and 
direction

Solicit feedback 
from customer on 

service delivery 
satisfaction
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The Develop service delivery strategies Subprocess

Define service 
delivery goals

Define labor 
policies

Evaluate 
resource 

availability

Define service 
delivery 

network and 
supply 

constraints
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Define service 
delivery 
process

Review and 
validate service 

delivery 
procedures

Define service 
delivery 

workplace 
layout and 

infrastructure





The Manage service delivery resource demand Subprocess
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Monitor pipeline

Develop 
baseline 
forecasts

Collaborate 
with customers

Determine 
availability of 

skills to deliver 
on current and 

forecast 
customer orders

Monitor 
activity against 

forecast and 
revise forecast

Evaluate and 
revise 

forecasting 
approach

Measure 
forecast 
accuracy

Develop 
consensus 

forecast





The Create and manage resource plan Subprocess

Define and 
manage skills 

taxonomy

Create resource 
plan

Match resource 
demand with 

capacity, skills, 
and capabilities

Identify critical 
resources and 

supplier capacity
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Monitor and 
manage 
resource 

capacity and 
availability

Collaborate with 
suppliers and 

partners to 
supplement 

skills and 
capabilities





The Enable service delivery resources Subprocess

Develop service 
delivery training 

plan

Develop 
training 

materials

Manage 
training 

schedule

Deliver technical 
training
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Perform skill 
and capability 

testing

Deliver 
operations 

training

Evaluate 
training 

effectiveness





The Initiate service delivery Subprocess

Review contract 
and agreed 

terms

Understand 
customer 

requirements 
and define refine 

approach

Modify/revise 
and approve 
project plan

Confirm 
environmental 

readiness
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Identify, select, 
and assign 
resources

Review 
customer 
business 

objectives

Plan for service 
delivery











Mai 2019 27

Excellence in the US

• The American Model : Baldrige, promoted by NIST

• The European model: EFQM

• Level of compatibility: 95%

• Excellence criteria:

– Enablers

• Approach

• Execution

– Results

Companies and NGOs

Education

Health

Leadership

12%

Strategic Planning

8%

Customer and 

market focus

9%

Information and 

Analysis

9%

Human Resource 

Focus

9%
Process 

Management

9%

Business Results 

44%

What is Performance Excellence.mp4
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EFQM EXCELLENCE

• Using the enablers:

– Leadership

– People

– Strategic planning

– Partnerships and Resources

– Processes

• Assessing results related to:

– People

– Customers

– Society

– Key (specific) indicators
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9: Key Performance Results

• Results with respect to deliverables and objectives:

– The quantity and quality of the delivered services

– The services impact on customers and other stakeholders

– The level of quality with respect to standards and regulations

– The fulfillment of contracts

– The results of inspections and audits 

– Benchmarking with competitors

– Innovation and improvement 

• Results with respect to internal efficiency: 

– Leader’s reaction to results and risk management

– Resource utilization

– Performance improvement

– Innovation of services

– Benchmarking 

– Partnerships effectiveness

– Efficiency gains through new technology

– Measurements results

– Results of inspections and audits

– Quality certificates and awards

– P&L discipline

– Cost effectiveness 
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THE SELF-ASSESSMENT PROCESS



Leading Service 
Organizations:

Decrypting Power
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To be leaders …

… you have to get the power ...
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Managers and leaders ,...
Power is fascinating – don’t forget...

Putere “administrativă”

Atitudine –

Comportament

Ce faci pentru

organizaţie

Ce faci 

pentru oameni

“Forţa”



Service Management
Mihai Pascadi

THANK YOU


