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Table 2.1 Examples of value for different types of stakeholder

Stakeholder Example of value for stakeholder

Service CONSUMers Banefits achieved; costs and risks optimized

Service provider Funding from the consumer; business development; image improvement

Service provider employeas Financial and non-financial incentives; career and professional development; sense of purpose
Society and community Employment; taxes; organizations' contribution to the development of the community

Charity organizations Financial and non-financial contributions from other organizations

Shareholders Financial benefits, such as dividends; sense of assurance and stability
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Figure 2.2 Achieving value: outcomes, costs, and risks
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Table 4.2 The steps of the continual improvement model linked to the most relevant ITIL guiding principles
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Table 5.1 The ITIL management practices

General management practices Service management practices Technical management practices
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Continual imprevement Business analysis Infrastructurerand platfarn management
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Figure 5.2 Heat map of the contribution of continual improvement to value chain activities
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Figure 5.5 Heat map of the contribution of measurement and reporting to value chain activities

@it X BERMA X F MRS L AT G0 F w8, FERE T LI AR 5404
* Ko

@ Xt FE B g, R I FFE R, A R N1E.

O X7 : LA A0 XH 09 LR T UM EMRAIRET KRB IEH, R F L0 0915 &
@it feid i M EARE L LR AT HEANNRA E LR FIBAZ 8

@ K/ M ERARPITA T A e R E S0 E ., SIA RE TS A L a sk
EN o

@ S AT I EABATYF MRS EEATEH, RIFTfAHGHELS L,

516 AR LT FER

KA P EFE LA BRI R T IR A Fe kT W 55k, B E R
A A Tr 8] R LA A A 5o

Bk %R B RAMBE MM TAE T X, ITAT X, ARBEEANG A E, LT ERAT
FIR, WRLEH, SERARMX, TRIAFHGREZGIRSE, AT EEGRAELE
B MR EZERERG EHRLE Lm0 HEAAAIE LI LHFTFE KT8 T BRI
DA TACKGIRA], A R BRI A H ok, TR, iR AR R TR B AR E
8 7 B R EILE

WP EFEERHBYT SVS 9 HENRS, RFEEE, £ 5 f e lT, SAL B3 HTIT
R, KB ENRESGER T, B ELAENBEIAAREZEXESE, AR TEFHE
IR RAEEAT PRI H L AT AR

O 7 A K69 B AR: AT RIS, TFEGBAFLAAH, FRBARGF A H48 X
FH BN LI A XA TAC LA FEIR ML

@ RiEfe BT MG A REFINBARARPD A TRAFEOBRMEIFELETR. RUHA
B H G F A, HHABF AT £ S B R XSS — ot R A R
89 7R3 o



O L ER R LN AL S BRRAAY, BEATRORSHMAERE. £ LML,
EHEENROSEEHETEG TR, b, EEAMS G AL AR E B4 2
8B, FiRAe R 8 R A AT R B, AT e R T AT i

@it H 5 EMAANT, BABE—FREE, AMNHIL T 86 THF X, 85
TG B A, AR E QAT A 5 RSB T AT B 40 3 H, B
BACE R, B R IEN A, A1 R R,

5161 ARELEERES

F OS2 MR T ARMR T RERGREFF,

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 5.7 Heat map of the contribution of portfolio management to value chain activities
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Figure 5.12 Heat map of the contribution of strategy 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 5.15 Heat map of the contribution of workforce and talent management to value chain activities
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