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Table 2.2 Components of a service offering

Component Description Examples
Goods Supplied to the consumer Amoabile phone
Ownership is transferred to the consumer A physical server

Caonsumer takes responsibility for future use

Access to resources Ownership is not transferred to the consumer  Access to the mobile network, or to
Access is granted or licensed to the consumer Network storage
under agreed terms and conditions
The consumer can only access the resources
during the agreed consumption period and
according to other agreed service terms

Service actions Performed by the service provider to address  User support

aconsumer's needs Replacement of a piece of equipment
Performed according to an agreement with
the consumer
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Figure 2.2 Achieving value: outcomes, costs, and risks
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Figure 3.1 The four dimensions of service management
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Table 4.2 The steps of the continual improvement model linked to the most relevant ITIL guiding principles

Focus an Start where  Progress Collaborate  Think and Keep it Optimize
value you ane Iteratively and work simple and  and
with promote halistically practical automate
feedback visibility
What is the vision? [ v v
Where are we now? v v
Where do we want to be? U4 v v '
How do we get there? ' v v v
Take action v ' v
Did we gat there? v v v
How do we keep the v v v v

momentum going?
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Table 5.1 The ITIL management practices

General management practices Service management practices Technical management practices
Architecture management Avallability management Deployment managament

Continual improvement Business analysis Infrastructure and platfarm management
Information security management Capacity and performance management Software development and management
Knowledge management Change control

Measurement and reporting Incident management

Organizational change management IT asset management

Portfolio management Menitoring and event management

Project management Problem management

Relationship management Release management

Risk management Service catalogue management

Service financial management Service configuration management

Strategy management Service continuity management

Supplier management Service design

Workforce and talent management Service desk

Service level management
Service request management
Service validation and testing
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Figure 5.2 Heat map of the contribution of continual improvement to value chain activities
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igure 5.3 Heat map of the contribution of information security management to value chain activities
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Figure 5.5 Heat map of the contribution of measurement and reporting to value chain activities
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Table 5.2 Organizational change management activities

Creation of a sense of urgency Clear and relevant objectives, willing participants
Stakeholder management Strong and committed participants

Sponsor management Strong and committed leadership
Communication Willing and prepared participants

Empowarment Prepared participants

Resistance management Willing participants

Reinforcement Sustained Improvement
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Figure 5.6 Heat map of the contribution of organizational ehange management to value chain activities
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Figure 5.7 Heat map of the contribution of portfolio management to value chain activities
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Figure 5.8 Heat map of the contribution of project management to value chain activities
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Figure 5.9 Heat map of the contribution of relationshipymanagement to value chain activities

5.1.10 } &% 2

XAEHE: N eE LK R G ZARAREBFA BCCLERN oo F RN THAHRER
NHFETHEERFRAZPOARENMEERETE., NRETELTA LR EFHG —NERIF S,
B3 28269 SVS 2 X% (A AN Z L, HAEE 253 ).

R 38 F AOA A R TT Ay, BATEBMA K, RBRITEFLEHG, 2R GELSE
B F o RIMENA REY 2 —F M oo RS T 69T 3 = 18] Fo K0 R 6 F R MA R AL —
ANTT VAR o849 R Fao

LR EG T VARRST B 28 R 69 IRl e 40 &0 B R S-5 224 At R4 B FAgil b
AR ERETAZRF, A8 F e E48 X H 0 B RNL G A, TN, Xk
T Ao R 5T e AR A B, B AT TRRARILYE LR 5|69 F RE XA X6 %E, BT E 6K
BB AW AR FRFBET ELLE P RfRHFEE, XTREEEMX AL
TR TR KR 0 R, VMR AR 69 ) 3 S RGN & T R R R 69 i Ao ] dw, #1137
AR BB R, A2 T VAR B = e fe RS, SRR SEF R A AR ZH R E Ao i it 7 @ 4244

E: EL #{E 18903065773 HPFE: hellotoo@163.com 69/117



mailto:hellotoo@163.com

REAR, BEANEIERR

T RIFLA . ARIRA] KSR 2 696k ) & B A48 K. B AR 28345 OUT 69 e #3474
A IPAE , IT AT AR BT A o LA S EEANMT B F R T Z I R e Aol a, AF R E % 693 K
TA R A R, Rl S A

@ Y RARENFFTAAFERAGTAZHE F. LAERXERH RN, RE
TR, AR AR IR

@ik LIAE I AR R WA, Hrafe kR, MRS L BATRAHS, FT 5L
BiEHA K0 EERR KT (R RERE) .

@4 LR R R E S, HEPTAEFATHE, KREEE, hizfdzsl.

VATF R0 4% 5 3 A T R e 22 50 9%,

@ M e R b 569 —3k o WRPBAREEETERN. XHRERAGZE LA R e, 48K,
F BRI R e AF R R IN TT H bk o122, & ARG 40 40 R & R4 09 WU 7K - (B e 1R %7 )
VAR 3E 5 38 o M5 2 09 e R IR B, B AR Fo i 46 U

@ LN RN IbE L REF—: REEFELRLREEEL, ALILENALRG—K
o AR ZOME, 5 R A K T AT LA, ST AL R RESRITRAEE L6 EH,
AP R EA AT AR 0 e e FAR T, MBI R R A5 Fe/ REP R R L.

O N eEEIMNATAREEL: UREBAREATHELESINFITAZEXETE, LAEH
“EAMEFZ X =3y XKEBIIAT A FEAFEER, Plhe:

> TRAKGRIeEZSELNTHEEREX TSR, FIHFELNLS AT

> AR EHReE AT A

> R REE RS, AE, BRI R e B A e B

> BRI R, FHRILAGRE

> BARF BN LHFTEITA (B, XARRMIEFHRSE, LR ERE)

> NG 2 e Fe A 2R 4R 69 22 B AR HURN R 389 5 3] A Ko

s

ISO 31000: 2018 X 4% 22

X AE FR N AR T e 22 R 6 F RN 6 Bk A — AL A . BATER TAEAT XA 4 2840
b E A AR . 1SO 31000 F 8 “R &% e B 69 e AR a” , RS ‘R4
K, HRIF I XFEIBAF .

A 510 27 7 M E xRS MEEE 09 TR, SR RPTA ML EHh:

R e E A AR A R ALK FAE L BN, E B RIET A LS R TN .
X a4

HEEPERWELFR

kA e B Ty 09 RAL

T4 F

x$ A 5 T Fe oA AKAF 69 4R

BALE

H BZARRXE T RAREF R

® 2t P B R i e B SR FedF S d] o 1% SRR A R R R o, MK Ao
EEITTEZNAA

@ I3 N IeE I L3R A B TR A R4 A B0 L4, SRR KRR 47 Fo KU HE OL 5542 B A0AL
IR o

Y

YV V V V

BiE: B = 18903065773 HR4E: hellotoo@163.com 70/117



mailto:hellotoo@163.com

REAR, BEANEIERR

@ Lt At F Ao RSB % A R R R B . B, TR IEATY RN, LLHE
MBI A F R T, A TFARM T, HHORE RGBS LA RRALAAN G e, RAESE
WA Z AT AT IRA Ao iAo Jo RIAFIAE, W KR A K LG — 30 #AITE R, BEL
A, FEFR A .

@ LI/ NIeE B &4 XK SM A b, RS-SRS 69 % Fo

@ S AT L e A B T AR AT 89 = e fo RS- RAF AT R KT, FHRITH
FARAARIE HL 3| N8 R BT 3L

5111 R4 4% 2

KAL) RSN 48 T L3R 69 B 9 R B i AR AL R 0 W SR A AR AT B A AR R R KA
9709 R 55-78 38 SRk A it R o

MR 5- 6 B I FRFIMPARELZRE, VMR FTERS B 5T CRET 5~ 5%
FalR G40 KGRI, AT H A2 EH G TR, AT AESVSHEFTTAK, EFFUES
ZE5HBNRAAGERE, RAEERXRAEZYE A ERREF K.

WS RAFERE LA ZAAXFHTA ARG ERES RS FEEATERARESD
BIRHE, AT, BEAKE, B A S RSREE F IR SAL R A

@/ R A KR —REEZTFTAMNFEHLLEANTDRANF L RGES. RERF 0T
BEFI R, AR R AFeRF L BN B AT AZRX— B4R, N E T HIERN F LR
MBF% Ko CWiX—F REAA R TRER LA R TRAIZE R B A, AFARA = 5
Fo R G- R T oo AT IRFTRIL %] B £ T MR I I ARIE IR AE A% ) R 5549 43R A%,
REZFEHEA,

@i F: EMEMLBAEY A E R A TE BT X, E LG LN 5 SRR AT L
dh (FR RBEE P, REFEF RAT SIRAE A TR ARG G ). Tl T T REER K,
BAEL K, HAEHB RKFIT,

@ it%: iENEZEXGREGAEAFE GRFRINER) LZ RN IRS-09 R Fo 181F
EBM A, KRBT AR TR, LA REAE Z—Fa THEX, BHAERAEE
2B R FIERF ARG T L

B/ 511 27 T RS M 58 LA RS MALEE G TR, FRT RITA ML E 50

@itk FZATZE (M) e, REMESEE IR ARAL, RS, ANFL
Rl £ 4Z B BEATHLR o

@ P PR AR AR S B R W IR R RS SE 2Ry PRI AE etk S AR T A fe
R

@K : MHHEATHRI Yy SRS, BEBSERFEORFXZETEL,
SHF—RABZMEE (BT, B me, RANMSTEHRR TR, ZERETR
B 545 & R A X —MEAEE T

@ Xt Andt e IR AW 48 238 LR S5t X Ao da ) B, A Bh TR RE S 69 R OR R
CEART RGBT 697 e ARG AN EIE, FIE T Rt b

@ K7/ KA RN FTRMFINRAIF (UARALNGTEL) Foait (UHRE
B B A it A ) o

@ e X BEWNETRAZAR BN ERARIT LS. HTALARA S, H49

BiE: B = 18903065773 HR4E: hellotoo@163.com 71/117



mailto:hellotoo@163.com

REAR, BEANEIERR

RSP FN L RBNRR . REM S5 BA I THRSHEG A ER. TR (wRiE
F) IFREREFRRGSERNH 5 FAIREN L F

Plan

. .

o

Desi
and lrangsriltion

Figure 5.11 Heat map of the contribution of service financial’management to value chain activities

RAHBARBAITH S EEZNRE

W45 B G ARG E 0 7 KA A Ae & OB B0 T, AS ALY 5 B 4. B R LAk,
W55 REAER T ARARENTE, B0 X — T — A KB RI 5 AH A
I, FEBREAESMSERLZET Hom, R RAECIHZINT EEHRFHK,
X Y4k, IT 1 H Fo IAFHE KXo

HFHER
EBARMMILELSM AN Z, KRR, HSMAALEE (A) FRHHEK, AREZ
EERRBHTHEFHA K, 1092 RRAE LB I X LI R HF LT W kA AT
R 1T, BARTFREBRARSF, XBRA CANIEE E ddt,

B RRAM ELAL] KBIBEF D RENT AT REF . HENBIEZTETR, TE2TT R
B3t JLAE Ay R AL 22 3 8 O TG AR A R, XA IR B T A
WA TR AR H T e Fe kS RIBNLEBMA “From”, BABREBERTHIE, 2P
FAE.

X34

W 58 369 5 — N B RGBT — AR AR A Rk 09 45 137k L, RIAE R AR R T =09k
FRFR. RANTFHR RN T FIER T 2 HE R, A8 LR T Ao leiE
R AR TEEANERFHSRIK, ZEHFHEKILRKTF S 2558 KT F Mg
By RN EARERE LA B EILFE (LM AR) L&A EANAGH X £k (LA
W) 8RR ERLT, FRTZLEFFITR.

IR R E A R XAF R et B AR TR T RIE EPRREFE KBTS EHE
AN TSRS 2RI ELARAE R, DR SR AT O R AT E 229 A 69— )
R RAE B ARAT LS

IT 7 F o XA X

FHERARGENTN T LML, LR T ENAEIAG SABEERIT RSN H X =
HHCZERT SATHARKEN K0 R#, ETRILGAER, IM-FTRAFLE TH. X

E: EL #{E 18903065773 HPFE: hellotoo@163.com 72 /117



mailto:hellotoo@163.com

REAR, BEANEIERR

FHEHTHEZHER, THAIAITREGFTRELETERXTL,

b, IT FR A4 R AT T A H (CAPEX) #4369, 122, AXBA T, IT Kb RH,
& Fe R 9 FRAE R “BPIRST o OB AL AR R K T T 5 SRR A AT I 69 BT AL, X sk
Wk Z BT 0 (OPEX) 9k #4449,

B ANE AT IR AL R LB AT LT A T k. F B 250 IT 3R 43t
Fotp 7 AT RAET Z0RS A AT IT WA, BFRATIAARN, RXAHH K
B R IT FR A4 7 Mo

24N B9 R HLI i A o A B R0 1T 30 B Aol m, AT =0 FR S48
FATENAAEREE, pEEA B TOES, BIANRS, RITFR. B, REd
R B HT RGN A AT E T EH4E TT FRGABLRFEmIE— AKX 8 555, [k
e AR TFEZORFRS ATRATRAZ, BELAEHFERFAHFTERL, LKL
7T AT L AEBE R T g 3% 1T,

5.1.12 w5 32

KA R IR B AR A TR BAF, SFRATH T EAe LI & B AR E 69
BoBl. WM EEHETALRGTE, RFVHh, LXREABRRGEAL, FREG IR
B by — Btk g Fo

Bk A R ST T AR KH T L E ML R, ZARGRBE S T AR A FAE,
A Bh T ik e AT RAF A T TR, R Fe KRR, AENX LR, B oAU
AR EREE A EL, W R, LI

R LAY B AR

@ N ML G ERIE, VAR A A TR ML

@ 7 T Aty AF A G245 R E AL R, 8 Lo AT 7K FraX 2 2 R SR Y %ok

@ kTR BUR G XA B KX TN EFT 6, GIELRF, EofRN

@ 7 T UL LBARIT T K P An St F O 5 A L3 o X QL FEH AR IR S Fn 5 Fo AT B RA
T3 5 8] AR A AT PR %

@ PR BX 8 T AR AL ) TR I H 52 56 8K 8- 09 A N 2L R A5 69 B AR FeiE B I R

@ A W PAT AT R Ao A e, RAFE T E®E Y T, FARIRGBIFAER

@ & Kk ol X XA R B, ARG NI FesN IR0 AL R L AbAR X B ZRFFF)
Fo

B8 TR AR AL A LR B BE TR AR TR FE M G A, EARARATAE IR TR B AR,
¥ Ao AT S ILIX 2 B AR, AR FERH LI LA ENORT. R, L%, B®
BTGRP, RTAmF L, T2 R E TAR] 6945 SR8 L IR AL R A R . Bk
RIFEmidthy, AMTARAZ TR T HLIERR RN, RpiEE LR AT, LT E
AT ATH GG F I 6. Blde, M E R RART A T4 A X e R A2 ) 69 S5 69 M
I Mo ZREARAE T HR 6 ARy @ fe— Bk, LR QI S AL M AT 69 FF 3k, 2 pME
SVS 7 b9 Jhmh. €8 R TRAFEC)Z ), BAHRMEMNE AR FtEa, RiERKEF G
2

OB LI A MR WA, RATFO T WA XGE T ZIALR B ARG 7 Fo LK% 6
F— gk, LRSS erf B LA IR NAL R 3k, © 56 & L R ARBE AT A
89 75 ko WA E BB T KA AL T ALY R, X— SR ER, AFRINA—

BiE: B = 18903065773 HR4E: hellotoo@163.com 73/117



mailto:hellotoo@163.com

REAR, BEANEIERR

AFEWAS, RALAR], DHARE AN SR AREAR Kk

FP AR R T RS R REAR, AR SR AT ZIE &R B %
o B 7 F B F BRI IR IR o K% AT R A B A IR Y
FREeFA@E ARG EN

WP SR i ARAT, R RS AT A R £48, FH A RIEH LA M 3
W B A T A, R SRR B K 0 K R AT A, DUR AL AL R SUE 2
# Z AL AL B 69 SR M e B

1 4 MRS ST AR e AN AL J5- R 3], AT Ak ¥ 00 18 IA BUAR - J B A i e — 3 A
RIS Fo CRIEREEAMLRE ZPOLH LRI

B 512 R T 8 E A RS HAE 0 TR, R RATA s

0 1 2 3
Ny W
High

o~

Figure 5.12 Heat map of the contribution of strategy management to value chain activities
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Figure 5.13 Heat map of the contribution of supplier management to value chain activities
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Figure 5.14 presents the activities of workforce and talent management.
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Figure 5.14 Workforce and talent management activities
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Figure 5.15 Heat map of the contribution of workforce and talent management to value chain activities
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Figure 5.16 Heat map of the contribution of availability management to value chain activities
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Table 5.3 _Examples of disaster sources, stakeholders involved, and organizational impact

Disaster sources Stakeholders involved Organizational impact
Supply chain failure Employees Laost income
Terrorism Executives Damaged reputation
Weather Governing body Loss of competitive advantage
Cyber attack Suppliers Breach of law, health and safety regulations
Health emergency IT teams Risk to personal safety
Political or economic event Customers Immediate and long-term loss of market share
Technology failure Users
Public crisis Communities
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