D @ olge o Arre.CC are
) ) Strategy, Infrastructure & Product ) ) Operations
4 N 4 N - N ~
> > Operations Support & Readiness > > Fulfillment > > Assurance > > Billing & Revenue Management
4 Y 4 N 4 ™
Strategy & Commit Infrastructure Lifecycle Management Product Lifecycle Management é _ _
» HY 2 y . 27 Y J Customer Relationship Management & h FD Bill Invoice Manaaement
, > ) Customer Interface Management A S S -
Marketina & Offer Manaaement - D A _ : b e Apply Pricing, Discounting, Adjustments & Rebates
g g D CRM Support & Readiness D MﬂrkEtlng Fulfillment RESPUHSE [ Manage Contact ¢ Mediate & Orchestrate Customer e e
- S r » - ‘\ Issue & Distribute Marketing Collaterals * Manage Request (Including Self Service)  Interactions o .
> > Marketing Strategy & Policy > > Product & Offer Capability Delivery S ) Product & Offer Development & Retirement e Support Customer Interface Management . g . ) e Produce & Distribute Bill
| | B | e Support Order Handling . * Track Leads y . £
2 Gather & Analyze Market Information e Define Product Capabﬂ@lf Requirements e Gather & Analyze New Prc:'.dl..lct |deas » Support Problem Handling ) . rD Problem Handling N D Bill Payments & Receivables Management
e Establish Market Strategy e Capture Product Cap?b'l'ty Shortfalls * Assess Performance of Existing Products e Support Bill Invoice Management > > Selling e Management Customer Billing
e Establish Market Segments c App.}rwe Product Busm.e.ss Case * Develop New Product Busujelss F.’roposal e Support Bill Payments & Receivables Management « Manage Prospect « Negotiate Sales/Contract * Isolate Cstmr Problem e Close Cstmr Problem Report e Manage Customer Payments
e Link Market Segments & Products * Deliver Product Capability * Develop Product Commercialization Strategy e Support Retention & Loyalty e Qualifv Ooportunit T e T * Report Cstmr Problem  Create Cstmr Problem Report e Manage Customer Debt Collection
. . . e Manage Handover to Product Operations e Develop Detailed Product Specifications - : y 2PP y P P e Track & Manage Cstmr e Correct & Recover Cstmr \
e Gain Commitment to Marketing Strategy - . * Support Marketing Fulfiiment e Cross/Up Selling e Manage Sales Accounts 4
\ ) . e Manage Product Capability Delivery Methodology ) e Manage Product Development « Support Selling  Acquire Customer Data Problem Problem S ) Bill Inquiry Handling
) § e Launch New Products e Support Bill Inquiry Handling u y \ J e Create Customer Bill Inquiry Report
g S . . | . .
5 ) Service Strategy & Planning 5 ) Product & Offer Capability Delivery MERAGE, RIOAUCE it e Manage Campaign . s r \ * Access Customer Bill Inquiry Report
. . Define Marketing Capability Requs t > 4 e Manage Customer Inventory ) Order Handling . Customer QoS/SLA Management e Authorize Customer Bill Invoice Adjustment
e Gather & Ana-lyze Service Information ® Gel”ﬂlifl E:(I‘ te IFI!?: ap:”: | i equn':emen S F'FD Sales Develnpment N . Manage Product Offering |nvent0r}( = Determine Customer Order Feasibility ° ASSES CUStomer QOSfSLA Performance e Track & Manage Custgmer Bill |nquiry Resolution
e Manage Service Research e Gain Viarketing Lapabliity Approva e Manage Sales Inventory yAitbarzeeradi e Manage QoS/SLA Violation e Report Customer Bill Inquiry
e Establish Service Strategy & Goals e Deliver Marketing Infrastructure e Monitor Sales & Channel Best Practice . .
: . : : : ® Support Customer QoS/SLA e [rack & Manage Customer Order . Report Customer QoS Performance . e Close Customer Bill IanIry Reporl y
e Define Service Support Strategies e Manage Handow:.fer to Marlf_etmg Qperatlons e Develop Sales & Channels Proposals : ) Handling « Create Customer QoS Performance Degradation Report = <
e Produce Serv.ice Business -Plans | e Manage Marketing Capability Delivery Methodology e Develop New Sales Channels & Processes + Complete Customer Ordet e Track & Manage Customer QoS Performance Resolution ) Manage Billing Events
* Develop Service Partnership Requirements \ % N J - e Close Customer QoS Performance Degradation Report e Enrich Billing Events e Mediate Billing Events
e Gain Enterprise Commitment to Service Strategies F_ ) —— SIS oMer e Handllr‘lg \_ y e Guide Billi = ts o R t Billi E tR d
> > Product & Offer Development & Retirement e Issue Customer Orders uide Billing Events eport Billing Event Records

e Define Product Marketing Promotion Strategy

e Close Customer Order

g
> ) Retention & Loyalty

"\.\

LN

A

.
> » Charging

e Perform Rating
)| Apply Rate Level Discounts
e

e Build Customer Insight
e Analyze and Manage Customer Risk
e Validate Customer Satisfaction

e Personalaize Customer Profile for Retention & Loyalty
e Establish & Terminate Customer Relationship

e Develop Product & Campaign Message
e Select Message and Campaign Channels
e Develop Promotional Collateral \

e Aggregate ltems
For Charging

e Design Resource Capabilities

L
e Manage Message and Campaign Delivery i _ _
e Monitor Message & Campaign Effectiveness Service Management & Operations r N - N r
\ / r . > > Service Configuration & Activation > » Service Problem Management > > Service Guiding & Mediation
) ) SM&O Support & Readiness e Design Solution e Create Srvc Trbl Report e Close Srve Trbl Report o Mediate Service Usage Records
e Manage Service Inventory e Allocate Specific Service Parameters to Services e Diagnose Srvc Problem e Survey & Analyze Srvc e Report Service Usage Records
e Enable Service Configuration & Activation e Track & Manage Service Provisioning e Correct & Resolve Srvc Problem  Problem e Guide Resource Usage Records
e Support Service Problem Management e Implement & Configure & Activate Service N e Track & Manage Srvc Problem e Report Srvc Problem ) N\
e Enable Service Quality Management e Test Service End-to-End - N
e Support Service & Specific Instance Rating e Issue Service Order ) Service Quality Management
N = e Report Service Provisioning e Monitor Srvc Quality e Create Srvc Performance
e Close Service Order e Analyze Srvc Quality Degradation Report
e Recover Service e Improve Srvc Quality e Track & Manage Srvc Quality
Service Development & Management \ y e Report Srvc Quality Performance Resolution
Perfromance e Close Srvc Performance
/- *n é h f Service Devel t & Reti t P Degradation Report
S Product & Offer Portfolio Planning ) Service Capability Delivery g —ervice Deveiopment & Retiramsn ; )
e Gather & Analyze Product Information e Map & Analyze Service Requirements s Ggtner & AnENZe N Ser:vi(.:e Ideas. )
« Establish Product Portfolio Strategy e Capture Service Capability Shortfalls * ASSESS Performan(::e of E’f'St'ng Services Resource Management & Operations 4 - — N
e Produce Product Portfolio Business Plans e Gain Service Capability Investment Approval s Levetop hew Service Husiness Eroposa ’ X 2 Resource Trouble Management
e Gain Commitment to Product Business Plans e Design Service Capabilities * Develop Deta.lled Service Specifications ) RM&O Support & Readiness e Survey & Analyze Rsrc Trbl e Report Resource Trbl
L e Enable Service Support & Operati0n8 * Manage SEW!CE DEVEImeent ¢ Enable Resource Provisiﬁning e | ocalize Resource Trbl e Close Resource Trbl Repﬂrt
e Manage Service Capability Delivery * manage :erv!ce Ee-floyment « Enable Resource Performance Management e Correct & Recover Rsrc Trbl e Create Resource Trbl Report
- - e Manage Service Exi r
L » Manage Handover to Service Operations ) . J ) e Support Resource Trouble Management S ) Resource Provisioning k e Track & Manage Rsrc Trbl ;
e Enable Resource Data Collection & Distribution P "
e Allocate & Install Resource
e Manage Resource Inventory _ | > > Resource Performance Management
M L oqist e Configure & Activate Resource
L - e el B e Test Resource e Monitor Resource Perf e Close Resource Performance
" 4
/ \ e Track & Manage Resource Provisioning e Analyze Resource Perf ~ Degradation Report Resource Mediation & Reporting
Resource Development & Management D Manage Workforce e Close Resource Order e Control Resource Perf o Perf Degrada’[ion Track & D .
e Manage Appointment e Administer Workforce e Issue Resource Orders * Report Resource Pert Manage Report et e SO L Sae S
4 : - N - N Schedule e Report Manage Workforce e Recover Resource  Resource Performance Resolution * Report Resource Usage Records
.. Resource Strategy & Planning > > Resource Capability Delivery > ) Resource Development & Retirement e Assign Work Order e Close Work Order 3 ; > s A
e Gather & Analyze Resource Information - e Track & Manage Work Ordefe |ssue Work Order f
M R d R H TR E e AT SR T L e e R T e Plan & Forecast Workforce Ji_S(E Performance Management ® Collect Management Information & Data ® Process Management Information & Data @ Audit Data Collection & Distribution @ Distribute Management Information & Data
¢ Mianage REesOUrte Researt | e Capture Resource Capability Shortfalls e Assess Performance of Existing Resources L ) )
» Establish Resource Strategy & Arlchltecture  Gain Resource Capability Investment Approval e Develop New Resource Business Proposal s
» Define Resource Support Strategies e Develop Detailed Resource Specifications 5

e Produce R Busi P . Supplier/Partner Relationship Management r \ /
roauce resource US'”ESS. ans | e Enable Resource Support & Operations e Manage Resource Development PP P g rD S/P Requisition Management > ) SIP Problem Reporting & Management > ) SIP Settlements & Payments Management
. De*fzelop RESFJUFCE Partlnershlp Requirements e Manage Resource Capability Delivery e Manage Resource Deployment | N = . ;
e Gain Enterprise Commitment to Resource Plans « Manage Handover to Resource Operations « Manage Resource Exit . . e Select Supplier/Partner . |ﬂltlﬁt§ S/P Problem Report e Ll st |
. ,s N y, \ ) D S/PRM Support & Readiness e Determine S/P Pre-Requisition Feasibility e Receive S/P Problem Report e Receive & Asses Invoice
» Support S/P Requisition Management e Track & Manage S/P Requisition e Track & Manage S/P Problem Resolution e Negotiate & Approve Invoice
e Support S/P Problem Reporting & Management e Receive & Accept S/P Requisition e Report S/P Problem Resolution e [ssue Settlements Notice & Payments
~
Supply Chain Development Management e Support S/P Performance Management e Initiate S/P Requisition Order k » Close S/P Problem Report ) h
Report S/P Requisition
e Support S/P Settlements & Payment Management * r N
4 b e Close S/P Problem Report S/P Performance Management
D Supply Chain Capability Delivery e Support S/P Interface Management § ) D

e Manage Supplier/Partner Inventory e Monitor & Control S/P Service Performance

e Track & Manage S/P Performance Resolution
e Report S/P Performance
e |nitiate S/P Performance Degradation Report

e Manage Supplier/Partner Termination . e Close S/P Performance Degradation Report )

) Resource Strategy & Planning e Determine the Sourcing Requirements

e Determine Potential Suppliers/Partners @ _ B
S ly Chain Development & Change
e Manage the Tender Process D PP’y | veIop g

Management \. Y,
e Gain Tender Decision Approval
e Negotiate Commercial Arrangements

e Gather & Analyze Supply Chain Information
e Establish Supply Chain Strategy & Goals

e Define Supply Chain Support Strategies

e Produce Supply Chain Business Plans

e Manage Supply Chain Contract Variation
e Manage Supplier/Partner Engagement

e Gain Enterprise Commitment to Supply Chain Plans  Gain Approval for Commercial Arrangements

p
> > SIP Performance Management

® Manage S/P Requests (Including Self Service) ® Analyze & Report S/P Interactions ® Mediate & Orchestrate Supplier/Partner Interactions

\ J \o J o J :
\. J & J " J \_ J J \ /9
v
) > Enterprise Management
4 N 4 ™ 4 ™ 4
) ) Strategic & Enterprise Planning ) ) Strategic & Enterprise Planning ) Enterprise Effectiveness Management > » Knowledge & Research Management
'4 ™ e ' 4 . ™ ! ™ 4 % 4 N /" ™ 4 ™ 4 N 4 N ' ™ o N 4 ™ ; o
> ) Strategic Business > > Business ) Enterprlse > > Business Continuity > > Security > » Fraud Management > > Audit Management > > Insurance 5 ) Process X > » Enterprise Quality > » Program & Project ) Knowledge ) > Research > D Technology
Planning Development Architecture Management Management Management Management Management Management -
Management : JAN JAN ) Support k k ) : Management AN Management JAN Scanning )
& ~N A 4 4 N ] N 7 N 7 . ™ o : N A 4 _ ™
> » Group Enterprise 5 ) ITIL Release & > » ITIL Change 5 ) Revenue Assurance | [> ) ITILIT Service > > ITIL Problem 5 ) ITIL Information ) ) Enterprise > » racilities > ITIL Service
Management Deployment Management Management Continuity Management Security Performance Management & Catalogue
. J RS Management J L , : J Management J L )L Management J Assessment & Support J L Management )
. v 1 y f N [ . N (. : B, .
> > ITIL Event > > ITIL Service Level > > ITIL Incident
4 N 4 N 4
> > Financial & Asset Management ) > Stakeholder & Externl Relation Management yanagement vianagement ranagement > > Human Resources Management
\. &4\ VAN v
- ~ - ~ - N 4 Cor Orate ™ 4 ' 4 Y 4 | . ™ 4 ™ s ~ v ™\ - ~ 4 o N 4 . . N y '
) Einancial ) Accet 5 Procurement 2 porateé 2 » Legal Management ), Regulatory ) Community Relations 2 Board & Shares / 5 ) ITIL Capacity 5 ) ITIL Request 5 ) ITIL Availability 2 > HR Policies & 2> Organization »» Workforce Strategy
Communication & Magement vanagement Securities Management Management Fulfillment Management Practices Development
. Management )L Management RN Management ) g Image Management | | J L J L J J g J L J L ) g J L J :
rD Shareholder FD ITIL Service Asset fD ITIL Continual ) rD Workforce rD Employee & Labor )
Relations and Configuration Service Development Relations
: Management ) : Management J\ Improvement ) : ) B¢ Management A




