Agenda 12 april

Beskriv en formaga
Effekter av forandringsarbete
Vintergatan i tiden

Heatmaps och Roadmaps

Lunch

Vintergatan och strategiskt arbete

Vintergatan — praktiskt arbete

Dokumentation, arbetsformer och kommunikation
Storytelling

Repetition — Hur far det att handa!? Handlingsplan framat



Ovning

Beskriv en férmaga i mer detalj



NULAGE

ANSVARIG — BESKRIVNING NUVARANDE STATUS

Formaga: F6rmagenamn

TEAM, ORGANISATION

INPUT

AFFARSREGLER & LAGAR —

PROCESSBESKRIVNING
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Bygg vidare

Beskriv en formaga

* Anvand er av formagemallen och beskriv en formaga i mer detalj



Effekter av forandringsarbete

Och stammer dessa dverens med er verksamhets dvergripande mal?



xs Forbattrad kundnojdhet

Onskade effekter - Hogre kundndjdhet med
= kundportalen

= ... — - Stbrre anvandning av den

"""""" digitala kundportalen

......

Effektivare
hantering av
underleverantors-
fakturor

- # fel

- Forlorad intakt

Snabbare
kontraktsskrivande
& Kontraktsuppstart

irmaz

Effektivare arendehantering
- Hogre resursanvandning
- Hogre medarbetarndjdhet

Forbattrad Kundfaktureringsprocess
- # kundfakturafragor
- Minskad intern tidsatgang per kundfaktura

© IRM AB All rights reserved



Hur hanger forandringen ihop med era overgripande mal?

Vi ska vara det
utbildningsbolag i
Sverige som flest

personer valjer for att
utbilda sig i tekniker for
verksamhetsférandring

VARFOR

NGjda kunder

/ | \

e Andlyeets Kund har i Erbjuda
rgelevanta ' kundater- roligt pa o ogis,ka kurser nar
K koppling kursen el kunden kan
Claelr / \ lirare
Syste-
Jobba med £ i
ex fran ng;kgr?f st Trevliga HE;;:E Utvirdera
Kiicens aterkopp- lokaler 5 |srare
verksamhet ling lararna
Uppdlatera Hitta nya
kursinne- =
A kursamnen
hall
\ HUR
Omvarlds-
bevaka
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Hur hanger forandringen ihop med era overgripande mal?

Erbjuda kurser
ndr kunden kan

God mat

Bakning i butik

/ Trevliga
Lojalitetsprogram  Kundhantering Highh och it talningar  Sociala medier (fora\th.) Kursférberedning och
) rsdaogaraa lokaler
Sl SR
e it

Kund och 53l

e
S s | G Kot
optimering kurser och
Uppdatera detagare
kursinnehall Kostnadskalkylering priskalkylering
snabbare e odoRon

Kursutformning

Rekeytering och Avtalshantering

Kursedministration (pégdende kurser)

Lirarstad Studentstod (utb plats)

Jobba med ex
fran kundens
verksamhet

Genomforande av kurstllfalien

Sociala

Introduktion av

externa resurser

Produktkravsittning

Analys & uppflning

Strategisk

preduktutveckling

Omvaridsbevakning

Hitta nya
kursamnen Omvarlds-

bevaka

© IRM AB Allrights reserved

Hantering aw utvarderingar

Ekonomisk rapportering

medier
(efter uth,)

Redovisning

Systematiskt
be kund om

Personal& 5, e 2 .
rebeyteing aterkoppling
Hantering av

R leverantorsfakiu!
Ly

reklamatianer

Utvdrdera
ldrare



Mojliggorare genom
forandrad formaga

Behov av
forandrad formaga

© IRM AB AlN&hts reserved



Ovning

Vilka effekter férvantar ni av projektet?



Vilka effekter investerar ni i genom forandring?

Vilka effekter ska forandringen uppna i olika delar?

Vilka vardeerbjudanden till kund vill ni uppna?

Vilka mal uppnar ni genom férandringen?

Vilken paverkan far forandringen pa verksamhetens framtida operationella kostnader?

Eventuellt; Vilka risker ar ni beredda att ta/ser ni finns?

v’ L&gg ut i Vintergatan och reflekteral!

© IRM AB All rights reserve d



Vintergatan i tiden



Jeanne Ross - Digital Disruption

https://www.youtube.com/watch?v=7a08_KE8_bM&t=123s




De 3 ekosystemen

Externt ekosystem

Internt ekosystem 11T H L] - L GBRLS

Internt samverkande e - e Vg

formagor 1 e -1 . Kundresor

Var kunskap, kapacitet== — «’/,:\ \ ___———

och motivation e DY

: - L

=n o Leverantorsresor
-z W

Produktekosystem

Produkt- & Livscykler  Natverket runt oss
Tjansteportfoljer

Inspiration: Jeanne Ross, MIT

© IRM AB All rights reserved



Operativt

BACKLOGG

PLANERADE OCH
FORMULERADE
FORANDRINGAR

FRAMTID

Taktiskt

Strategiskt

© IRM AB All rights reserved



Minska var organisationstroghet...

FGRANDRTLI\[I)@ - PLANERADE
FORMULERAD
O 00 & %@GA
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Snabba upp fran idé till verklig forandring — fa till ’S:et”

GH G Y

. g -;_‘,.

S ~ w sziet
[ BAG! o
_— gy mEm SR
S e

/ P
PLANERADE OCH

O OQ I Gmm
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mysterium

greppbart

konkret
beskrivning

© IRM AB All rights reserved



tta en idé till verklig forandring

Dagens Stegen mot framtiden Framtiden,
foérdndring Bérjan till ordnad uppdelning en idé

vigenmotfamtden

© IRM AB All rights reserved



BACKLOGG

PLANERADE OCH
FORMULERADE
FORANDRINGAR

Operativt Taktiskt Strategiskt

/“"iae"‘.

@

| verklig férandring
Dagens Stegen mot framtiden Framtiden,
férdndring Bérjan till ordnad uppdelning en idé

Vagenmotframtiden

© IRM AB All rights reserved



Hur ska en formaga utvecklas?

Forandringar som oftast sker i linjen.

Behovet/idéerna pa forandring ar ofta kommet fran egna forslag eller fran verksamhetsplanen.

© IRM AB All rights reserve d



Férméga: Férmigenamn

Nulage &
beskrivning av =
formagan

TEAM, ORGANISATION

Avdelningar

INPUT

Vilken information behover denna formiga
utifrdn? Touchpoint, andra férmigor,
system eller andra killor.

Vilket jobb utf6r denna formdga. Tank ur perspektivet vad som kommer in och vad som ska ut och

wvilken information som har foradlats och hur ablige.
PARTNERS AFFARSREGLER & LAGAR
Vilka eventuella partners behdvs for att Vilka interna affirsregler giller for
formigan ska kunna genomfora arbetet? formigan sast vilka lagar har vi att
forhalla oss till.
PROCESSBESKRIVNING

BESKRIVNING

Hur ser processen ut. Kan géras i andra system eller hir i Miro.

ULAGE

NUVARANDE STATUS

Enligt prioritet. Bra, mindre bra,

Verksamhetsagare
/Férmageégare

Férméga: Férmadgenamn

IT-SYSTEM

Vilka system behover formigan fox att utfora arbotet

Pagaende férandringar
och 6nskat lage for

férmagan

ANSVARIG

Namn

TEAM, ORGANISATION

Avdelningar

FRAMTIDA INPUT

Vilken ny information behdver denna
formiga utifran? Touchpoint, andra

f8migor, system eller andra kallor.

BESKRIVNING

Vilket jobb kommer denna férmdga att utféra efter férindringen. Tank ur perspektivet vad som
kommer in och vad som ska ut och vilken information som har foridlats och hur.

PARTNERS AFFARSREGLER & LAGAR

Vilka eventuella nya partners behdvs for att
formagan ska kunna genomfora arbetet?

Vilka interna affirsregler galler for
f6xmagan samt vilka lagar har vi att
foxhalla oss till.

PROCESSBESKRIVNING

Hur ser nya processer ut?

IT-SYSTEM

Vilka nya system behdver formigan fér att utféra arbetet.

ONSKAD STATUS

Enligt prioritet. Bra, mindre bra, diligt.

FORANDRINGSINITIATIV

Vilka forandringsinitiativ konmer ta hand
om féreslagna férindringar?

OUTPUT

Vilken ny information exbjuder formagan
andra fommdgor, touchpoints, system.

© IRM AB All rights reserved




KURSUTFORMNING

© IRM AB All rights reserved



Planering och Forandring — Interna ekosystemet

Formiga: Formigenamn

Forniga: Formdganann =3

BACKLOGG

PAGAENDE
FORANDRINGAR

PLANERADE OCH
FORMULERADE
FORANDRINGAR

T owmekorn

VISION GCH MAL

FRAMTID

Operativt Taktiskt

© IRM AB All rights reserved

Strategiskt

W

™



Hur ska en produkt eller tjanst utvecklas?

Forandringar som sker ofta i projektform, ibland i linjen.

- Utveckling av produkten/tjansten i sig
- Utveckling av sattet att leverera produkten/tjansten (effektivisering, nya kanaler etc)

© IRM AB All rights reserve d



@ n Forbereda mig

Inspireras och
boka kurs

| skolan

ol 1 =[S
Anvanda ny kunskap
och vidareutveckla mig
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roduktflodet — Fran planering till uppfoljning

Vintergata — Utbildningsbolaget AB

hethetstild en
beskriver hur i tillsammans arbetar Far attskapa virds f6r vira kunder
I denna o

Gvergripande v

D B e A Lojalitetsprogram Kundhantering Hitta och Storkundsbokning Betalningar Sociala medier (fére
Ttk e 3t kontakta Vera Verksamhetsardte ller Poter Process soka kurser

Stanna QRtoden f8 att sevidoe dolumentation om Elektronisk bokning

Utbildringsbolagets Vintergata

e

. Kundreskontra
Kampanj & sal]

Marknadsfaring

Hantera kurser och
deltagare

ing Kundtjanst

Kostnadskalkylering. Priskalkylering

Innehalisprodukti

Kursutformning

Rekrytering och
introduktion av
externa resurser

Atz

Resurstillsittning & kontr, ktering Ekonomisk rapportering

Produktkravsattning

/" Strategisk produktplanering Analys & uppfoljning
y \
Teckenférklaring %
Egen Partner- N\
formdga  formiga Produktmi N
produktplanléggning
Spem Produktutveckling
Omvarldsbevakning
+ iformation fauto)
g —
{manuell)
Datum 2017-06-01
Version 11

Modeflarad av Cacila Nordan
cacilanordsn@im.se

© IRM AB All rights reserved

Hanterin,

Sociala medier (under
utbildning)

Kursadministration (Pagaende kurser)

Lararstod Stundentstad (pa utbildningsplats)

Genomférande av kurstillfillen

Sociala medier
(efter
utbildning)

Farséljningsuppfdlinin
v utvarderingar liningsuppfoljning

Fakturahantering

Personal & rekrytering

Hantering av
leverantorskostnader

Hantera leverantorsfakturor

Hantering av
reklamationer



Vintergata — Utbildningsbolaget AB
Den

sren

i o pa o
I denna karta hittar vi vérs processer, system och information pa en
‘Buergripande niva.

Detta ar ett forsta utkast och vi tar tacksamt emot din aterkoppling pa vad

som saknas, inte stammer eller fr3gor pd nur kartan ska lasas.
Tueka inte att kantakta Vera Verksamhetsarkitekt eller Peter Process

EIFER)  scanna Qr-toden for att se vidare dokumentation om
Utbildningsbolagets Vintergata

Inlnrmalim
a

* favto)
----- = Information
(manuell)

Datum 2017-08-01
Version 1.1

Modeleras o1 op,u‘lh Nordén
© IRM AB All rights reserved



Vintergata - Utbil{ﬂningsbnlaget AB

beskriver hurvi tilsammans arbetar for att skaps varde for vira kunder,
T tlanna larta hittar vi vira processer, system ach information pa en
wvergrigande niv

Detia dr ect frsta wikast och i tar tacksamt emot din Stcrkoppiing 0i vad Loj g i Hitta och Stol okning Betalningar Sociala medier (fore utbildni ing och
som saknas, inte stammer ellr frigor pé hur kartan ska lasas.
Tueka inte alt kontakla Vera Verksamhelsarkitekt eller Peter Process stka kurser

Skanns QR-koden for att se vidare dokumentstion om Elektronisk bokning
Uthildningsbalagets Vintergata e e e
h _ Kundreskontra utbildning)
\ e 4 BoknMET butik
Marknadsforing /
/ rsadministration {Pagdende ku
/
s/
L

\\

Kostnadskalkylering Priskalkffering /

" i ] Hantera kurser och Kundtjanst
deltagare

duktion

rsutfors 2

RekryteSing och Avtalshantering
introdiition av
externSresurser

Sociala medier
{efter
uthildning)

. — Hantering av Uty Férséljningsuppfdljni

Resurstillsittning §kontraktering Ekonomisk rapportering

Produkt¥avsattning

Personal & ytering

‘Analys & uppfoljniny

Strategisk produktplanering

P
Y
/

Teckenférklaring
Egen Partner- LY Hantering av Hantera leverantrsfakturor
formaga  formdga Produktmix - \ leverantdrskostnader
produktplanidggning
, Produktutveckling N
:l\lnﬂ]m:inn Onivericstevakiing \\ Hantering av
(auto) N\, )
A — N\ reklamationer
(manuell P \\
4 N
Datum 2017-08-01 \
Version 1.1 / N
Hodellerad av Cecilia Norden N

cecilanorden@im se

© IRM AB Al rights reserved



Livscykel perspektivet for produkter och tjanster

Vintergata — Utbildningsbolaget AB

tilsammans arbetar fr attskapa virde fr vira kunder

stimmerelle frdgor pa hur kartan ska 1325 Lojali ing Hitta och ° ping

Betalningar Sociala medier (fére Kursforberedning och
e soka kurse utbildning) kursdeltagarstod
S e e Elektronisk
s M Sociala medier (under
od isinin,
\ Kampanj & § Bokning 1 butik 2
Marknadsforing
er)
Lager Hantera kurser Kundtjanst
ring och datssgare
/ Kostnadskalkylering Priskalkifering
7 6d (pa
i dukdion utbildnil lsplats)
/ - feuton
/ < Genomforana
UTVECKLING [ INTRODUKTION TILLVAXT MOGNAD AVTAGANDE
3
z
Rekryt@ing och Avtalshantering >
introd
exteri ;.
orsaljni blin Sociala
Hantering av upg@@eringar fEadioestnptol = medier
(efter
//4 utbildning)
) e
7 &
&
T . ' £
Resurstillsattning ffkontraktering Ekonomisk rapportering edovisning Faktitahantering
T
[w]
o Produktfavsittning
2 Personal & Internkommunikation
§ Strategisk produktplanering Analys & uppfoljni rekrytering
Teckenférklaring
Egen Partner- Hantering av Hantera
formaga  formaga Produktmix - 6 6rsfakturor
produktplanlaggning er
System _ Produktutveckling P 4
Information Omvirldsbevakning T
— (auto) Hantering av
=== Information reklamationer
(manuel

© IRM AB Al rights reserved



Nulage &
beskrivning av
produkten

ANSVARIG

Thomas Larsson

TEAM, ORGANTSATION

Region Stockholm,
saljavdelningen

AFFARSMAL

Vilka atfarssdl ska tyansten/precukten
)

MALGRUPP

Vilken 8 produkten/tianstens
=algrupp(er)?

Produkt / tjanst:

Namn pd produkt/tjinst

BESKRIVNING (VARDEERBIUDANDEN)

Vilka vardeerbjudandon erbjuder denna produkt/tianst til sina milgrapper

UPPDELAD T FOLJANDE VARDESTROMMAR

Virdestrimaar soa STSTTaY produktentidnsten

LOPER GENOM FOLIANDE FORMAGOR

Do f0rmbgor som stattar produkten/tisnsten

Pagaende férandringar
och onskat lage for
produkten

NUVARANDE STATUS.

Enligt prioritet. 12, mindre bra,
alige. Beskriv flaskhalsar och
eveatvella heatnaps som dE giorda,

KUNDRESA (TOUCHPOINTS)

Vilka tou —
produsean;,

ANSVARTG

Thomas Laxsson

TEAM, ORGANISATION

Region Stockholm,
siljavdelningen

AFFARSMAL

Vilka nya affirsadl ska tjinsten/produkten
)

MALGRUPP

Vilken 8r produkten/tilnstens framtida
algruon?

© IRM AB All rights reserved

pa produkt/tjinst

BESKRIVNING (UPPDATERADE VARDEERBIUDANDEN)

Vilket jobd utfor denna formbga. Tank

From hare sales campotgns are managed ox

Vilka theshgor kosser behdva ndras for att

War f8zandras kundresan? Vilka nya touchgsints mot kundresan fian

"Strategisk
produktagare”

! Produkt / tjanst: Namn

1 son komar fn och vad som Ska ut och

s the requiressnts and rules for sales

Faskhisnr
UPPDELAD T FOLIANDE VARDESTROMMAR vAD PAGAR N7
Vizgostitemsy 4cm 415TtaT produktentithiten. pe=s
VAD AR PLANNERAT?
FORANDRADE FORMAGOR o
tta den nya procukten
FRANTID
FORANDRAD KUNDRESA (TOUCHPOINTS) =

s £6% den nya produkten/tiinsten



VINST OCH FORSALINING

UTVECKLING  INTRODUKTION TILLVAXT MOGNAD AVTAGANDE
MOGNAD AVTAGANDE 1
MOGNAD AVTAGANDE " M

MOGNAD ~ AVTAGANDE e e ,

Forsta spelplanen

I R N
Forsta paverkan av olika initiativ pa =

I
helheten p—m— .
Prioritera = T N

Var overens om reglerna

© IRM AB All rights reserved



Hur ska allt annat utvecklas?

Emellanat kravs storre forandringar av annat slag. Dessa bedrivs ofta i projekt/
forandringsinitiativ som |oper over fler enheter.

Exempel:

- Uppgradering av IT-stod

- Nya kontor, outsoursing

- Nya lagar och regler (GDPR, PCI2, Schrems II)
- Etc...

© IRM AB All rights reserve d



Kombinera med projektperspektivet

© IRM AB All rights reserved



The Milky Way
& the Project
Portfolio

Ellemospilot XXX ABP

Ruttoptimering

New ERP
Citylogistik
Révarulogistiks- Avsattni
planering.
Deponi e
tundportal
wraknings-
yrmmanstall rrees
aunder
Partnerskap
Frpsemmm——— 00/ EASEEESEEE 09\ e iback Ekonomiupproljni
tjinsteutveck]

HR, lon och bemanning

© IRM AB Al rights reserved

Intéktsbokning

irmzss



PLANERADE -

O RIS
FO GA
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GDPR oversikt — vad gor vi med kundinformationen?

TUI Group Business Capabilities & The Milky Way

Strategic Retail Plan

This is an overview of the TUI Tour Operating Business. The overview is presented Market

In the overall Value Flow from planning and sourcing to service delivery and follow up.
New capabilities in this version: Capabilities supporting Retail & 3rd party Retail

Intelligence Strategic Product

Plan

Business & Customer | Product

Invoice Central Finance
Analysis & Reporti Development
handeling/ Accounting alysis & Reporting P
Scanning
. . st ic Pl:

Commission Mgmt Supplier Invoice = [Follow Up - - ’ trategicPlan \

Control Social Media

Post travel

Customer Feedback | Sales & Cost Business

Follow Up Fraud Mgmt

Claim Mgmt

Service Delivery

Social Media On
Destination/

Destination Local Search & Holiday

Customer Service Book/ Guide
interaction

Crisis Mgmt Complaint Mgmt

On site Operation (Backoffice)
Customer Portal
& Self Service

Pre Departure
Customer
Service

Pre Departure
Passenger
Management

LEGEND (Fullfillment)
Capability

2016-06-02
TUI Group Milky Way

c: QR code iith link to TUI
Group Milky Way Wiki

i Marketing

Social Media Pre

Departure
Customer  Make Searc
Payments Reserva-

tion

Accounts

N Cross/Up Sales
Receivable 9 .

Reservation | Yield Inventory
Management Management Management

Supplier Supplier Dynamic
Portal Yield Sourcing

Plan Stores & Design Commission

Set Capacity, Concepts Model
Product &

Channel mix Plan Product

Guide/Rep/ Sourcing/Contracting
Agent
Recruitments

& Onboarding
Contract Managment

Product Definition & Configuration

Cost Calculation Initial Pricing

M.
g L) L 2 Product Content
Stores

' Management

staffing and HR

Campai%\anagemem
3 Internal

Communication

U. TUI

© IRM AB All rights reserved

A customer interacts with TUI. The interaction
is encouraged by TUI through Marketing and
activities on Social Media.

The activities of the customer is registered.
The information is used to get a better
understanding of the customer

The customer information is used in
combination with Product/offers to create
campaigns

The campaigns target customers and they
react

A customer can create a "Customer Account”
(CA)

The Customer account gives the customer a
number of self services on "My TUI”

The Customer Account is cross checked
towards TUIs customer base (LIME)

If the person is known a connection between
the CA and the Customer Card is made

A customer makes a reservation. It can be
done with of without having a Customer
Account



TUI Group Business Capabilities & The Milky Way

This is an overview of the TUI Tour Operating Business. The overview is presented

In the overall Value Flow from planning and sourcing to service delivery and follow up.

New capabilities in this version: Capabilities supporting Retail & 3rd party Retail

Business & Customer ~ Product
Analysis & Reporting

Invoice Central Finance
handeling/ Accounting
Scanning

Commission Mgmt Supplier Invoice  [Follow Up

Control Social Media
Post travel
Customer Feedback = Sales & Cost Business
Follow Up Fraud Mgmt

Claim Mgmt

Service Delivery

Social Media On
Destination/
Holiday

Destination Local Search &
Customer Service Book/ Guide
interaction
Crisis Mgmt Complaint Mgmt Socdibeca
Departure

On site Operation (Backoffice)

Pre Departure ccounts
Customer ceivable
Service
Manggemel
Pre Departure B
Passenger
Management
i (Fullfillment) ;
Capability 7 . Supplier

Portal

2016-06-02
TUI Group Milky Way

Capailities QR code with link to TUI
(Slide Friendly) PALA Group Milky Way Wiki
Annika Kiyver

Customer Portal Customer  Mak Search & Browse Manage
& Self Service Payment*?eje a- Stores
ion

Reservation ield

Strategic Retail Plan
Market
Intelligence Strategic Product Set Capacity,
Plan Product &
Channel mix

Development

Strategic Plan Guide/Rep/
‘ . Agent

Recruitments

Plan Stores & Design Commission
Concepts Model

Plan Product

Sourcing/Contracting

& Onboarding

Pre Marketing

Management

Cross/Up Sales

Inventory
Management Management

Supplier Dynamic
Yield Sourcing

© IRM AB All rights

9.+10.
Customer
anagement Management

Contract Managment

Product Definition & Configuration

Cost Calculation Initial Pricing

Product Content

Loyalty
Staffing and HR

Campaign Management

Internal
Communication

U. TUI

reserved

GDPR oversikt — vad gor vi med kundinformationen?

A customer makes a reservation

The reservation information an status is sent
to “My TUI” and the self services available

The reservation generates a payment or
many payments

The reservation is managed in the
reservation system.

The reservation information an status is sent
to the customer contact centre.

Relevant reservation information is sent to
the suppliers, hoteliers, etc.

The reservation information an status is sent
to Pre Departure Management teams to
prepare and manage late changes

In the reservation is the customer
information identified and sent to the
Customer management .

The new customer is cross checked towards
TUIs known customers

10. All TUIs known customers are regularly

updated by an external service provided by
BizNod



GDPR oversikt — vad gor vi med kundinformationen?

1. The reservation information, status and any late TUI Group Business Capabilities & The Milky Way

Strategic Retail Plan

H H H H This is an overview of the TUI Tour Operating Business. The overview is presented Market = i
Changes IS Sent to DeStInatlon Sewlce In the overall Value Flow from planning and sourcing to service delivery and follow up. Intelligence Strategic Product Cevcanaey Plan Stores & Design Commission
New capabilities in this version: Capabilities supporting Retail & 3rd party Retail Plan Product & ! Concepts Model
Channel mix Plan Product

2. A customer is enjoying a number of service
deliveries, the flight, the transfer, the hotel,
excursion, etc.

3. The customer can see relevant destination
specific information on “My TUI” and use the self
services available

4. The customer can also interact with the guides
through Guide Online. There is also a local
search and book available for destination specific
products.

5. The customer is interacting with the destination
customer service if needed.

6. Relevant information from the interaction is also
sent to “My TUI” and the customer contact
center.

7. The customer is active on social media

8. Destination specific marketing and campaign is
created in order to enhance the customer
experience (& sales)

9. If the customer has complaints the complaints
and other relevant information is collected.

Business & Customer  Product

I i Central Fi
nvoiee entra fnance Analysis & Reporting  Development

handeling/ | Accounting

Scanning
= = st ic Pl: i Sourcing/Contractin,
Commission Mgmt | Supplier Invoice  Follow Up . . ’ trategic Plan ” Guide/Rep/ g/ g
Control Social Media Agent
Post travel Recruitments
Customer Feedback  Sales & Cost Business & Onboarding
Follow Up Fraud Mgmt Contract Managment
Claim Mgmt
Service Delivery
- - Product Definition & Configuration
Social Media On
Destinayon/
Destination! Local Seach & pAICaY)
Customer Sqgvice Book/ Guille
interactio!
WS B Social Media Pre i = =
Crisis Mgt Com t Mgmt Marketing Cost Calculation Initial Pricing
Departure

On site Qperhtion (Backoffice)

Customer Portal M

; Customer | Make Search & Browse anage Product Content
& Self Service Payments Reserva- Stores T
tion
e Accof.lnts Cross/Up Sales
Receivable
Service
Reservation  Yield Inventory Customer Loyalty
Management Management Management H
e B B B Management Management Staffing and HR
Passenger

Management

(Fullfillment) Campaign Management

LEGEND
Capability

Internal
Communication

Supplier Supplier Dynamic
ortal Yield Sourcing
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GDPR oversikt — vad gor vi med kundinformationen?

The customer has returned home

Feedback is given to TUI based on
the reservation and specific
circumstances

The customer is active on social
media.

If the customer has made a complaint
the issues are resolved by the Source
Markets

To be able to resole the complaint the
TUI team needs information from the
destination.

TUI Group Business Capabilities & The Milky Way

Strategic Retail Plan

This is an overview of the TUI Tour Operating Business. The overview is presented Market
In the overall Value Flow from planning and sourcing to service delivery and follow up. Intelligence Strategic Product
New capabilities in this version: Capabilities supporting Retail & 3rd party Retail Plan
5 . Business & Customer  Product
e it AT Analysis & Reporting  Development
handeling/ Accounting
Scanning
C ission Mgmt | Supplier Invoice = [Follow Up . . ’ Strateglc Plan s
Control Social Media
Post travel
Customer Feedback  Sales & Cost Business
Follow Up Fraud Mgmt

Claim Mgmt

Service Delivery

Destination Local Search &
Customer Service Book/ Guide
interaction

Crisis Mgmt Complaint Mgmt

Onsite Operation (Backoffice)

Pre Departure

Passenger
Management
LEGEND (Fullfillment)
Capability
20160602

TUI Group Milky Way
s QR cade with link to TUI

Group Milky Way Wiki

Annika Kiyver

22y

Social Media On
Destination/
Holiday

Social Media Pre Marketing
Departure
Customer Portal Customer | Make Search & Browse Manage
& Self Service Payments Reserva- Stores
tion
Pre Departure ACCU_‘"‘E Cross/Up Sales
Customer Receivable
Service
Reservation  Yield Inventory
Management Management Management
Supplier Supplier Dynamic
Portal Yield Sourcing
© IRM AB All rights reserved

Set Capacity,
Product &
Channel mix

Guide/Rep/
Agent
Recruitments
& Onboarding

Product Content

Management

Customer

Cost Calculation

Plan Stores &
Concepts

Design Commission
Model

Plan Product

Sourcing/Contracting

Contract Managment

Product Definition & Configuration

Initial Pricing

Loyalty
Management Management

Staffing and HR

Campaign Management

Internal
Communication

'\/' TUI



”Bikupa” — Ser ni samma sak?

Hittar ni nya forandringsinitiativ som pagar i era verksamheter utifran detta satt att tanka?
Hur haller ni ordning pa de olika tidsperspektiven?
Hur navigerar ni mellan de olika ekosystemen?

Utreder ni idéer olika djupt beroende pa var i tiden ni befinner er?

© IRM AB All rights reserve d



Kan vi tanka annorlunda?

Kan alla initiativ riktas mot
att vi forbattrar vara
produkter och tjanster med
tillhorande vardestrommar?




Heatmaps och Roadmaps



Lage 2021 Behover forbattra marknadsfora
Vlntergata Utblldnlngslb"glagetvlﬁB OCh Sa IJ p rocesse n

anj & Salj B

Behover
forbattra
Skapa kurs-
processen
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Ovning

Ta fram heatmaps



Gor heatmap - laget idag

« Fundera 6ver vad som fungerar bra i er verksamhet — markera dessa omraden med gron farg.

» Fundera dver vad som fungerar samre i er verksamhet — markera dessa omraden med rod
farg.

« Svart att bestamma dig — anvand gul farg...

© IRM AB All rights reserve d



Gor heatmap — hur sag det ut 2021

* Fundera over vad som da fungerade bra i er verksamhet — markera dessa omraden med gron
farg.

* Fundera dver vad som da fungerade samre i er verksamhet — markera dessa omraden med rod
farg.

* Svart att bestamma dig — anvand gul farg...

© IRM AB All rights reserve d



Malbild 2027

Vintergata — Utbildningsbolaget AB /

Svergripande nivi.

‘Skanna QR koden 10 at se vidare dokumentation om
Utbldningsbolagets Vintergats

Dalum 2017.06-01

erson 11

Modoserad @ Cacilia Nordn
norgengim se
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Gor heatmap — malbild for 2027

* Fundera 6ver vad som kommer att fungerar bra i er verksamhet — markera dessa omraden med
gron farg.

* Fundera over vad som kommer att (fortsatta, eller bli) fungera daligt i er verksamhet — markera
dessa omraden med rod farg. (Fortsatt daligt, eller kommer att bli)

* Svart att bestamma dig — anvand gul farg...

© IRM AB All rights reserve d



Ovning

Skapa en roadmap



))))-)))) ))))-)))) ))))-))))
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Skapa en roadmap

Placera ut era tre heatmaps i tiden.

Fundera over vilka forandringar som pagick mellan 2017 — 2022 som har tagit er hit idag.

Fundera over vilka pagaende och kommande forandringar som kommer ta er mot er malbild.

Rita in projekten i tidsordning under era heatmaps.

© IRM AB All rights reserve d



Roadmap

MANDATORY
(maintain book
& search)

OPTIONAL

(added business value

OPTIONAL
( process eff & risk
minimizing)

2015

Period

2015 As-Is 2017 To-Be
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Erfarenheter fran kunder



Dokumentation, arbetsformer
och kommunikation

Storytelling



John Green - Why learning is awesome (Forsta 3,5 min)

https://youtu.be/NgDGlcxYrhQ




© IRM AB All rights reserved
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Information om din Vintergata

Vintergatan

An overview of a period in which the systems and business processes are shown. The infarmation flow between systems
is also shown in the overview. The information used is also shown in the white boxes just outside the processes.

Thiz overview is in progress since we are trying to get a better understanding of how an offer, a course, evolves from an
idea to a sellable product, delivered to a customer and finally evaluated.

New details: Search, Web Booking, Web Content and Controlling&Invoicing

Feel free to add details or correct the overview,

Or talk to Annika Klyver annika klyver@irm se

( )
2013-09-20
Vintergatan Termin PAZG
Annika Klyver
| J
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Ramen och dispositionen

Vintergatan TUI — The Milky Way

An overview of a period in which the systems and business processes are shown. The information flow between systems is also shown in the overview.

The information and concepts used is also shown in the white boxes just outside the processes. & darker frame on the white box indicates that there is

an information service availible.

This overview is in progress since we are trying to get a better understanding of how an offer, a hotel room, a flight seat or a seat at an event, evolves
from an idea to a sellable product, delivered to a customer and finally evaluated and invoiced. |

Mew details: Business services and events added, the integrations are colour coded based on the type information flowing and the legend is
updated.

Feel free to add details or correct the overview. Or talk to Daniel Lundgren, daniel. lundgren@fritidsresor.se or Annika Klyver,

annika kyver@fritidsresor se

& digital version? Go to Blueiet search for "The Milky Way"

e e o
e
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Jobba med lager

Milky Way Provs Aenase X MICO  MA - testing - small board h A b .. o @ S
Selest r,.ﬂ.‘ m ey By Ve e o e -
. Ower, Capabety
Elements = ! .
/
X
Owery Lapaat ity ATy
@ Sysrom Use Purss 0O A =
@ hermation Lnes A 5 3
™~ i :
=)
Layers = e @
A &
v Own Capaleity v =
@ Ly ~ ® = = =
= ' s
L. @ ’
-
L
4k *
Lean More about 4 :7: ~ ‘
Connecting Mdicy Way Maps 0
10 e Power of Data - © b a2 | |
To Activate i §

- N kvt y
the Airtalie Featuret,

Plede (ontact Soles Here

— #¥g Airtable ——
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Jobba med beskrivningar i Excel eller liknande
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Textuella beskrivningar

TUI Nordic Productian

TUI Nordic Production and Deliver Process Overview — The Milky Way

This averiew has been evolving duriog a number of menths, The averview describes the production

‘and dalivery process of TUI Mordic, fram the pericd plan to the evaluaticn and financial follow up of

~

(©

the period

The tatest version of this everview, “TUI Nerdic Period Proguet”,
i /1HOG OC9I3C2013100718

The aueriiew is centered on the
business processes (the circle in the
middle); phan, saurce, contract,
axgguRtihy, calculate prices and cost,

market, sell, deliver and follow up.

This averiew gives a
better understanding of
haw the processes use
the supgort systems.

The infarmation fow
between the systems is
alea shown.

is faund at

e

TUI Nordic Production and Delvery Procecs Quarview

Pad

Sourcing & Contracting
When the briefs are received the sourcing of
the requested capacity starts

When & suppiier that can defiver the whale
or part of the briefed capacity is Found the
negotiation starts and finally a cantract is

There is usually & communication regarding

the brief between the pericd planner, travel
product manager and the perscn negotisting
with the supplier

TUI Nordie Produ

1 and Delwery Proces Quarview

This averview shows the same process But withaut the system and informatisn fiow details.

The grey baxes represent the b

s area active in the difference processes. Al business arsas
have staff, suppart systems and specific business targats and rules that guide them in their dally
operatian

The follawing section describes the business areas in the averview.

TUI Hordic Production and Delwery Procecs Quarview
P

Product Content

When the products are created they need to
be described to the custamers. The text and
pictures are prepared for the hotels, resarts,
events and destinations as wel as fac the all
the different ancillaries.

Product Inventory Loading
— When the aroducts are readv, the content is

© IRM AB Al rights reserved

e

TUI Nordic Production and Defw

TUI Nordic Production and Deli

rocas Ouerview

Period Planning
When the strategies and targets are set for 3
period the period planning starts

In the Sales Period Caparity and Product mix
Plan capabillty capacity need of Hights and
b accommadatians, concepts and
service lewels for a destination during a sales

period is defined

In the Define Production Plan capability the
order of when what destination/resorts{
pradurcts is ko be produced 1o have good mix
of praduct on sale ta the customers is
defined.

How the sourcing of products starts for each
of the supported praduct types .5,
Accammodatian, Transfer, Eljghs and so on.
The sourcing first step is to prepare Briefs
that contain wanted products and capacity
netd. This results in a number of beiefs; bed
biiefs, flight briefs (Uvsbestilpinges], event

briafs, and transfer briefs,

The Accammodation & Transgort Planning
capability keeps track on what is briefed and
supparts different analysis to be dane, Far
example: getting the correct capacity and mix
per destination and the balance of
Accammodation beds and Fight seats

The briefs are sent to the sourcing and
cantracting resources.

v Process Querview
P

left frame in the overview)

Payment and Account Receivable

When & reservation is made the next step is
to prepare the pavments. The narmal
pevment is divided into 2 perts, down
payment and the final payment.

Tl Nordic manage oll payments and
accounts receivable except the payments and
accounts receivable for Events, They are
managed by ARD.




Textuella beskrivningar - exempel

Sourcing & Contracting
When the briefs are received the sourcing of
the requested capacity starts.

When a supplier that can deliver the whole
or part of the briefed capacity is found the
negotiation starts and finally a contract is
signed.

There is usually a communication regarding
the brief between the period planner, travel
product manager and the person negotiating
with the supplier.
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Start-kit
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Delad och tillganglig i en wiki

TUI Capability Model

= Vnuor e e o o con KRNyt 1 Capatiimes map 10 ko Busmess ncrons 1. Product Planning and Sourcing
9 e Community e Created by Annika Kiyver, last modified on Jan 27, 2016

& we vill colaborate and co-develop the M

artsida - Intemet Explorer
The Niky Way diagram i today avallable in three diferent leve

B Descrption of the Milky Way is found here

7 N

- EiC e y . s
+ Group Tooing The overview Fallow Up & F nsnce g -
- Agproach o update eraplan for EAM %
¢ s TUI Capability Model
» Axitecure Govemance Board v 1 Capatition map o ke Eusness Aecions i
« Witky Way - Community [——
+ Change Log
tavel & et an )‘ Packag

e ' ]
b A Dl s
i — ——
Comercial & Ve [#3 Presentation .
TUI Capabiy Madal pix [ —— Yot

The Slide Friendly version

Set Capacity & Product Mix

This capability consist of two areas the Sales Period Capacity and Product mix Planning. where
Product Planning & Contracting the needed capacity of flights and mix of accommodations, concepts and service levels for a
destination during a sales period is defined.
The first part of the value stream starts with the decided strategies. targ  The next areas is to create the Define Production Plan and set the order of when what
destination/resorts! products is to be produced to have good mix of product on zale to the
customers is defined.

ends with products ready for launch.

The main areas are planning and sourcing the needed capacity of flights
and all other types of capacity needed to be able to create and sell the |

Product Planning
Package Creation & Initial Pricing When the strategies and targets are set for a period the product planning starts.

The next part of the value stream starts with the contracted capacities @ The sourcing of products starts for each of the supported product types e.g. Accommodation
configured, priced, presented and ready for launch. Transfer, Flight and so on. The sourcing first step is to plan and prepare briefs that contain
The main areas are product definition and packaging, Initial pricing and 1 Wanted preducts and capacity need. This results in a number of briefs; bed briefs, flight briefs .
product content event briefs, and transfer briefs.

Accommodation & Transport Planning keeps track on what is briefed and supports different
Sales & Distribution analysis to be done. For example: getting the correct capacity and mix per destination and the

balance of Accommodation beds and Flight seats.

The next part of the value stream starts with the products ready for laun
The briefs are sent to the sourcing and contracting resources.

© IRM AB All rights reserved



Digitala versioner
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Campaign & Sales Management

YIELD-E FILESYSTEM
E-MAIL - My pages - Course
(contact client) (Track best prospects / (See info about current
companies) courses )
COURSEWEB Q LICKVIEW
Track best prospects =
/ companies (BI analysls)
fx Name v » <= Hub

Campaign and Sales Manage...
Loyalty program
Customer management

Search and find

Marketing & Sales
Marketing & Sales
Marketing & Sales

Marketing & Sales

+ € Type of BC

Own BC

Own BC

Own BC

Own BC

== Applications

v

== Information Output

<= Information Input

Email Client / NA Yield-e | My pages FileSystem /Course Cour Customised request TBD Planned marketing activitie -

Membershiplist /| NA
ClientWeb | NA

Google [ AdWords

© IRM AB Al rights reserved
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Business Capabilities

0 viEws
Q Finda view

B crid 1otal

B BC's per hub

B8 Bcperorg

B8 Projects

B 0rg Booking Project tasks
B Grid Guidebook

B Form2

B Grid total & ~

< Hide fields T Filter

I Name

Portfolio range and plan
Course planning

Resourse and contracting

Staft selection and introduction
Contract management

Courso design

Content production

4 Sort @ Color Tl

A Business Capabilities
Portfolio range and plan
Course planning

Resourse and contracting

Staft selection and introduction
Contract management

Courso design

Content production

(2 Share view

Description of BC

In this capability UniBiz does the over..]
This capability defines the specificat...
This capability decides what resource.
This capability selects teschers and o.
This capability administrates the contr]
In this capability, UniBiz has outsourc..
In Content production and Markeling, .
Price and cost calculation sets prices ..
Price and cost calculation sets prices .
In Content production and Marksting, .
Campaign and Sales, Loyalty program. |
Campaign and Sales, Loyalty program. |
Campaign and Sales, Loyalty program. |
Search for, Find and Book courses Th..|
Search for, Find and Book courses Th..|
Search for, Find and Book courses Th...
Search for, Find and Book courses Th..|
Manage capacity and Yield optimisati_.

Manage capacity and Yield optimisati...

Cost calculation Cost calculation
Marketing Marketing

Campaign and Sales Manage..  Campaign and Sales Managemen
Loyalty program Loyalty program
Customer management Customar managemant
Search and find Search and find

Large orders Large orders

Digital booking Digital booking

Store booking Store baoking

Mansge capacity Manage capacity
Payments Payments

Social media (pre course]
Pre course student support
Accounts rocevable
Customer service

Social media (during course)
Course admnistration
Teachor support

Student support

Course lesson delivery

Evaluation management

ysis
‘Social media (post course)

Invoicy

Secial media (pre course)
Pre course student support
Accounts receivable
Customer service

Social media (during course)
Course administration
Teacher support

Student support

Course lesson delivery

Evaluation management

fysis

Social media (post course)

Accounting
Financial reporting
HR and

Accounting
Financial reporting

HR

Internal communication
Supplier invoice

Supplier cost mansgement
Complaint management
Analysis and follow up

Business intelligence

Intarnal communication
Supplier invoice

Supplier cost management
Complaint management
Analysis and follow up

Business inteligence

This capabil |
Payments and Accounts receivable Cu
This capability manages the non cour..
This capability makes preparations for. |
Payments and Accounts receivable Cu.
This capability receives customers’ qu.
This capabiiity manages information t..)
This capability is responsible for the a.
Teacher and Student support In these.
Tescher and Student support in these.
This capability carries out the course 1.}
Students can evaluate their experienc..

This capabiity

5 ot foliow s o

This capability manages messages to ]
Invoice management, Suppler invoice.
Financial reporting and Accounting Th.
Financial reporting and Accounting Th. |
This capability offers services related .|
This capability handies the company’s.
Invoice management, Supplier invoice.

Iwoice management, Suppher invoice.

This capability handles complaints fro..
Analysis & Follow Up and Business Int..

Analysis & Follow Up and Business int.

© Typeof BC
Own BC
Own BC
Own BC
Own BC
Own BC
Partner BC
OwnBC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC
OwnBC
Own BC
Own BC
OwnBC
Own BC
Own BC
Own BC
Own BC
Own BC

Own BC
Own BC
Own BC
Own BC
OwnBC
Own BC
Own BC
Own BC
Own BC
Own BC
Own BC

Own BC

= Hub

Productily

Productify

Productify

Productify Marketing & Sal
Productify

Productify

Productity Marketing & Sal
Marketing & Sales.
Marketing & Sales
Marketing & Sales
Markating & Sales.
Marketing & Sales.
Marketing & Sales
Marketing & Sales
Marketing & Sales
Marketing & Sales
Marketing & Sales
Marketing & Sales.
Marketing & Sales.
Marketing & Sales Deliver (
Marketing & Sales
Marketing & Sales Deliver (
Deliver Course

Deliver Course

Delivar Course

Deliver Course

Deliver Course

Follow up.

Foliow up

Foliow up

Foliow up.

Follow up.

Follow up.

Folicw up

Foliow up

Follow up

Follow up.

Followup  Strategy

Stratogy

= Applications

Excel [NA FileSystem / Partners Word ] Course requirements
Excel /NA FileSystem / Partners  Excel / Current Courses
Backlog /NA Calandar | Courses

[ Partners

E-learning | Guides PowerPoint /NA FileSystem / Course ShareS

INA I NA Coursa
Finance [ Cost Excel | NA
Finance [ Cost Excel/NA

Excel /NA FileSystem / Contract

Email Cliont / NA  Yield-0 | My pages FileSystem [ Course Course

Membershiplist | NA
ClientiWeb | NA

Google | AdWords

Adminweb | Course

Adminweb / Course

Coursos | Inventory

Yield-e | My pages

CourseWeb | MOMT

Home page | Course Page

Linkedin / Coursel Facebook / Course?

CourseWeb | Course  Adminweb [ Course Calandar | Courses
Payment Prov / CoursePage  Visma / Accpayable
AdminWeb / Course  CourseWeb [ Course

Linkedin [ Coursel

CourseWeb | Course PowerPoint | Course  AdminWeb / Course
CourseWeb | Course

AdminWeb / Course WabEval / NA

| Course 1€

Linkedin /NA Facebook /NA Excel/NA WebEval | NA

Linkedin [ Course
Excel [NA Digl invoice | NA
Visma | Business

Excol [NAFinance | Follow up
Calandar [ Courses

Mail [NA Chat [NA

Visma | AccRec

Google | AdWords Excel [NA WebEval | NA
Google | AdWords  Excal | NA
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| Contract. {Con

= information Output = == Information Input @ BC Manager = Value Stream + A Projects

Planned portfolio range Cecil Hope, Terry Tray Blue stream

Course requirements Court Planned portfolio range Ben Lund Green Stream  Blue stream  Blue project

TBD Course requirements Ben Lund Blue stream

TBD 8D Daniel Danielsson Green Stream

TBD TBO T80 Daniel Danielsson Blue stream

Course Cours Courss Danel Groen Stream

Courseinfo Saleable cours Course cost Course specifi Daniel proje
Tobias Olsson Green Stream Blue project

Course cost Course specification Tobras Olsson Blue stream

Planned marketing activities Courseinfo Course specific Thomas Thompson Blue stream

Customised request TBD  Planned marketing activitie: Thomas Thompson Green Stream Biue project
Thomas Thompson
Thomas Thompson Biua stream

TBD TBO

TBD

Order confirmation

Students per course  TBD

Payments made TBD
8D

"
8

T8O Themas Thempsen
T8O Johan Johansson, Pat Pat...
T80 Johan Johansson, Pat Pat...

‘Order confirmation Johan Johansson, Pat Pat...
Johan Johansson, Pat Pat...
Johan Johansson, Pat Pat..
Johan Johansson, Pat Pat...
Payments made TBD TBD Johan Johansson, Pat Pat...

Carl Carisson, Dan Hope.

Students per course Carl Carlsson, Dan Hope
TBD Johan Johansson, Pat Pat...
TBD Carl Carlsson, Dan Hope

‘Cari Carisson, Dan Hope
TBo Anna Andersson

Anna Andersson

Anna Andersson

8D Per Person

T80 Tobias Olsson
TBD TBD Tobias Olsson
TBD Tobias Olsson

Tobias Qlsson

Tobias Olsson

Tobias Olsson

Tobias Olsson

Tobias Olsson

Cocil Hope, Torry Tray

Cecil Hope, Terry Teay

Blue stream  Green Stream  Pink project, Biue project

Green Stream

Blue stream

Blue stream Biue project

Blue stream  Green Stream  Bhue project

Pink project
Green Stream Pink project
Blue project
Blue stream
Gresn Stream Pink project

Blue stream  Green Stream

Biue stream

Blue stream New IT
Blue stream Blve project
Blue stroam

Objective 3
Obiective 3
Objoctive 2

Objectve 3
Objective 3
Objective 3

Objective 1
Objective 1
Objective 1
Objective 2
Objective 1
Objactive 3
Objective 3
Objoctive 2

Objective 2

Objective 2

v A X

Strategy

Marketing & Sale
Markeiting & Sale
Markeiting & Sale
Marksiting & Sale

Markeiting & Sale



UniBiz | Hub - Biz Capability  Edit
Hub Productify

Picture Description of Hub
In this sector UniBiz and its partners design our courses. The with our are also here.

Hub order in overall Value Flow
2
- . Productify
B
i #& ~». Done
B "= Mapping status
Done
‘“-_-’; Marketing & Sales
o .. Done Business Capabilities
-3 =
Staff selection and introduction
BUSINESS CAPABILITI.. DESCRIPTION OF BC
Staff selection and i... This capability selects teachers...

Contract management
v - WW BUSINESS CAPABILITI.. OESCRIPTION OF BC
:’:lr':.z Contract This th...
i % ~n. (DonE
i
Course design
.. Strategy BUSINESS CAPABILITI.. OESCRIPTION OF 8C
ot 4l Course design In this capability, UniBiz has ou...
* #% wwe Done
B _o3te
Content production
BUSINESS CAPABILITI.. OQESCRIPTION OF BC
Content In Content and Mar...
Price calculation
BUSINESS CAPABILITI. DESCRIPTION OF BC ANCE -
Comt Mo

Price calculation Price and cost calculation sets ...

Cost calculation
BUSINESS CAPABILITI.. DESCRIPTION OF BC INCE
Cost calculation Price and cost calculation sets ... ool
Process 1 (from Business Capabilities)
-

Create course module .
NOTES STATUS . ’ .

Done [ ¥ ] z -a
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UniBiz Business Capabilities Edit

Business Capabilities

Q Search...

ourse plannir Course planning

= = .. OwnBC

Customer ©~  Customer management

Own BC

Ustomer sen  Customer service

smews cumm Own BC

Digital Digital booking
AT Own BC
Courw
Eval m ent
crmin | tacimoce
= OwnBC
[N [
feacigony  Financial reporting
= e Own BC
R and HR and recruitment
Recrusment
b Own BC
ntarnal Internal communication
R — Own BC
MARL CHAT
\woke | Invoice management

Own BC

Digital booking

booking

ADMINWEB
- Course

Digita

EN= )

Value Stream

Blue stream

CAPABILITIES LE

Description of our new VS - n... Portfolio range and p  Introduct...

Task test

Map overlays | Capabilities

Blue stream - Digital booking

Description of BC

Search for, Find and Book courses

These capabilities ensure that it is easy for the customer to search for, find

and book courses, and support and guide the customer through these steps.

The customer can book in 3 ways: in a physical shop, online and via large

customer booking.

Type of BC

Own BC

Comments

©® You have 2 weeks

Upgrade to extend your history!

g You commented

Status

now

We need to handle partner booking systems.

9 Comment

© IRM AB Al rights reserved

Hub

Marketing & Sales
L B ORDE IN VERA

3

Organisation

Booking

Info about the departments

Information Input

TBD
Automatically

Process 1

Create new client

N APABIL

Marketing Campaign and Sales

Pat Patersen

Information Output

TBD

Search and A ically

Johan Johan




A v ACTIVITY

Content production -

© You have 2 weeks of revision history.
Record from Business Capabilities

4 Upgrade to extend your history!

Jx NAME 9 You edited this record

Content production PROCESS 1

Create course module

A BUSINESS CAPABILITIES

Content production

A= DESCRIPTION OF BC @

In Content production and Marketing, UniBiz produces information
about the courses so that they can be marketed optimally.

Some of this work is done before, some after, the course is
released.

© TYPE OF BC

Own BC

<= HUB

Productify
HUB ORDER IN OVERA.. BUSINESS CAPABILITIES

2 Staff selection and introduction

+ Link to a record from Hub

== APPLICATIONS

© IRM AB All rights reserved



Business Capabilities -

System Use Points

Information Flow

(I Business Capabilities UniBiz example (1.1) ~

Collections @ People

Organisation

Map overlays / Capabilities

Unknowns

Experiments Findings

Task - Findings Tasks ©@

5
HELP @ & 8

© EIIXII X AUTOMATIONS 24 APPS

0 VIEWS B Gallery & ~
Q iav &
B3 Grid total

@ BC's per hub

B BC's per hub Plan

E3 BC's per hub Productify

B3 BC's per hub M&S

g BC's per hub Deliver course
@ BC's per hub Follow up

@ BC's per hub Strategy

E3 BC perorg

3 Projects

B3 org Booking Project tasks

E3 Grid Guidebook

£} Customize cards

E Form 2

B callery v
Create... v
B Grid +
B Form +
B calendar +
B Gallery +

= Filter ¥t Sort

9. Color

(5 Share view

Portfolio range and  Course planning

plan

Portfolio range and plan

BUSINESS CAPABILITIES
Portfolio range and plan

DESCRIPTION OF BC
In this capability UniBiz does the
overall portfolio planning for the
coming term.
This capability decides which cours...

Content production

COURSEWES.
(Presenation,
instructors information.
course information) prcel

FILESYSTEM
- Course

Content production

BUSINESS CAPABILITIES
Content production

DESCRIPTION OF BC
In Content production and Marketing,
UniBiz produces information about
the courses so that they can be
marketed optimally....

WORD
- Course
requirements
T —

[
A

Course planning

BUSINESS CAPABILITIES

Course planning

DESCRIPTION OF BC

This capability defines the
specifications and requirements for
each course.

Price calculation

FINANCE
- Cost

EXCEL
= => (Calculate price

urces and contrac

S — SHARESYSTEM
- Partners

Resourse and contracting
BUSINESS CAPABILITIES

Resourse and contracting

DESCRIPTION OF BC

This capability decides what
resources are needed to carry out the
courses.

This capability also contracts ...

Cost calculation

FINANCE
- Cost

EXCEL
== (Calculate cost

LU oCIcLuIv

and introduction

E-LEARNING
-Guides

CALENDAR
-Courses
Staff selection and introducti...
BUSINESS CAPABILITIES

Staff selection and introduction

DESCRIPTION OF BC

This capability selects teachers and
other external personnel that are
needed in order to run the courses.

Marketing

FILESY

EXCEL Col

Price calculation

BUSINESS CAPABILITIES
Price calculation

DESCRIPTION OF BC

Price and cost calculation sets prices
for the courses. The price is set
taking into consideration both
production and execution costs as ...

i
Cost calculation

BUSINESS CAPABILITIES
Cost calculation

DESCRIPTION OF BC
Price and cost calculation sets prices
for the courses. The price is set
taking into consideration both
production and execution costs as ...

© IRM AB Al rights reserved

Marketing

BUSINESS CAPABILITIES
Marketing

DESCRIPTION OF BC
In Content production and Marketing,
UniBiz produces information about
the courses so that they can be
marketed optimally....

VI aeL

Management
BACKLOG
i
FILESYSTEM SHARESYSTEM

-Contract ™ - Contract
Contract management
BUSINESS CAPABILITIES

Contract management

DESCRIPTION OF BC

This capability administrates the
contracts which UniBiz makes with
suppliers and other external parties.

Campaign & Sales

Management
EMAIL i, iy
(contaceclen) || (tesrogecs | on s
asoenen | QUICKVIEW
! ooy (Bl analysis)
A%

Campaign and Sales Manage...

BUSINESS CAPABILITIES
Campaign and Sales Management

DESCRIPTION OF BC
Campaign and Sales, Loyalty program
and Customer Management
These capabilities manage UniBiz's

customers and loyalty programmes. ...

Course design

FILESYSTEM SHARESYSTE
- Course < (Save share
(Save files) files)

t

Course design

BUSINESS CAPABILITIES

Course design

DESCRIPTION OF BC

In this capability, UniBiz has
outsourced the formulation and
design of its courses to its partners,
selected in an earlier capability: ...

LOydIly
program

EXCEL
- Membership

Loyalty program

BUSINESS CAPABILITIES
Loyalty program

DESCRIPTION OF BC
Campaign and Sales, Loyalty program
and Customer Management
These capabilities manage UniBiz's
customers and loyalty programmes. ...




Om Airtable — bra videos att titta pa for att lara sig grunderna

Airtable tutorials for beginners by Gareth Pronovost:

Gareth Pronovost:

© IRM AB All rights reserve d



M“-KY WAY MYPRODUCTS  Book  Tool  Training™  Consutancy  About

UniBiz Milky Way Guidebook

This is an Y to

our Milky Way map = our map of our enterprise. This guidebook is

primarily aimed at new employees, consultants and partners, to provide insights into how UniBiz conducts its business. It

also provides an introduction to the basics concepts of The Milky Way, which is the enterprise model used throughout

UniBiz to help us understand and optimise our company.

Q

Name of sector

Plan

In this sector the next term’s course portfolio is
planned. The determination of resources needed
and the contracting of course production also take
place here

Productify

In this sector UniBiz and its partners design our
courses. The contracts with our partners are also
managed here.

Marketing & Sales

In this sector UniBiz carries out its marketing and
sales.

Preparation for the execution of the courses is also
carried out here.

Deliver Course

In this sector UniBiz ensures the course is delivered,
the students get the support and supervision they
expect, and that course is correctly run

Follow up

In this sector lies the respensibility for central follow
up of the whole value flow, It covers everything from
course popularity to student satisfaction with the

sniirea tha avnariansae Af tha taashare and thair

M"-KY WAY MY PRODUCTS Book Tool Training ~ Consultancy About

UniBiz Milky Way Guidebook

This is an Y

to

our Milky Way map - our map of our enterprise. This guidebook is

primarily aimed at new employees, consultants and partners, to provide insights into how UniBiz conducts its business. It

also provides an introduction to the basics concepts of The Milky Way, which is the enterprise model used throughout

UniBiz to help us understand and optimise our company.

Q

Name of sector

Strategy

Plan

In this sector the next term's course portfolio is
planned. The determination of resources needed
and the contracting of course production also take

place here.
Details

Contains the following Business Capabilities

Portfolio range and plan, Course planning, Resourse and contracting

Productify

In this sector UniBiz and its partners design our
courses. The contracts with our partners are also
managed here.

Marketing & Sales

In this sector UniBiz carries out its marketing and
sales.

Preparation for the execution of the courses is also
carried out here.

Deliver Course

In this sector UniBiz ensures the course is delivered,
the students get the support and supervision they
expect, and that course is correctly run.

© IRM AB All rights reserved

MILKY WAY

Plan

Q

TYPE OF BC

TYPE OF BC .

Productify M

MY PRODUCTS Book

Conrepirnng

Portfolio range and
plan

B

keting & Sales Deliver

Tool Training ~ Consultancy About

HUB Test

low up

ategy

Course planning

This capability defines the specifications and
requirements for each course.

Portfolio range and plan Own BC

In this capability UniBiz does the overall portfolio
planning for the coming term.

This capability decides which courses shall be
offered, the number of students per course, the mix
between different types of courses and where they
shall be held. The plan made here is originally general
but is updated regularly so that, as far as possible, it
always represents reality.

Resourse and contracting Own BC

This capability decides what resources are needed to
carry out the courses.

This capability also contracts suppliers who will later
design new as well as deliver existing and new
courses.




MILKY WAY

MY PRODUCTS Book Tool Training ~ Consultancy About .
\ Q Type here to search
TYPE OF BC
Own BC v .
Accounting = Accounting
Partner BC g Financial reporting and Accounting
vismA These capabilities carry out the financial reporting
Customer BC ey and accounting that UniBiz needs.
HUB
Plan
Details
MANAGER

Tobias Olsson

PROJECTS

New IT

STATUS

New

© IRM AB

Edit record

Business Capabilities

Accounting

Description of BC

Financial reporting and Accounting
These capabilities carry out the financial reporting and accounting that UniBiz
needs.

Type of BC

Own BC

Follow up  x
Applications

Visma / Business x
Information Output

TBD x
Information Input

TBD x TBD x
Value Stream

Blue stream x
Projects

New IT

Objective 1 x
Organisation

Finance x

Cancel Save




Workplace Services

Property Services

eStudio F;;;E?It
o
ProNest
ProNestor el
Velux __
Smart- Spect
Move eSS
Virtuaalip Visitor &
oke = Varian_b
Pythagoras CIICk.4
Catering

TR

© IRM AB Al rights reserved

M-solution
Jetas .
| mobility
Microstation
GEO AutoCAD
Outlook =
EVntec Facility-
nergy
- Info
mgmt = =
-
FDVWebiJ Dalux




Teknisk repertoarplanering

"Nya
5c
e Scenrum®”
- Proje kti nfo
Lokal data *

Vendimo Projekt-
Tekn. urval platsen

Olikview
Tekn. urval

© IRM AB Al rights reserved



- Invoice S
Customer invoicing
management
S e e e A o 1
: : | E-invoice
Invoice Invoice Payment | InExchange <¢—  CIAM
Invoice Invoice Receive ":u
payment approval payment i
—m - - - Supplier et |
1 | moice i i
- Late payment : ]
E Heisik i Contempus i_ Bank | boandiies Prepare invoice
L ! S | {Payment
Agresso -
_ !
Suppligr Invoicing | | Invoicing
Invoice setup data :
Tl P I
\_ I
— ]
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Skyltfonster ©

j{ﬁb&lii.ﬁ Prgest

-
-
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Vaggen
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Vara rekommendationer
pa glasvaggen

© IRM AB All rights reserved



Vad ar viktigt att forsta och underlatta?

Det vi kommer ifran...

Ramverk &
Leverabler

Fran As-Is
till To-Be

Sparbarhet

Kommunikation,
larande & samverkan

Flera alternativ—
Scenarios

Stodja och utveckla
Produktlivscykeln &
Value Flow




Ovning

Utmaningar som ni ser att Vintergatan kan hjalpa er att |6sa



Oversikt — 6vning

* Vilka fragestallningar ar viktigast for er just nu att reda ut? For vem?

© IRM AB All rights reserve: d



Ovning

Storytelling! "WVaggen® - Vad vill du férmedla?



TILLVAXT

UTVECKLING  INTRODUKTION

MOGNAD AVTAGANDE

B

=

MOGNAD AVTAGANDE B~

MOGNAD AVTAGANDE

MOGNAD AVTAGANDE B =

VINST OCH FORSALINING

o5 SFim N

g El Férbereda mig : m‘\
O Inspireras och
I F l " RTIORAG

= ménad ‘ - ménader m

boka kurs
I skolan

AVTALHUKTTRNG
/ FESUNSTILSAT NG B KONTRASILIING.
Anvénda ny kunskap
FAODRIKAVATINGG
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Oversikt — 6vning

« Valj vad du vill visa Verktygsladan — (Vintergataboken — del 3)
. Vlj vilken/vilka malgrupper « Kund- och leverantorsresor
_ . o * Heatmaps
* Vilken fragestalining? » Vardestrommar/Produkter/Tjanster
* Livscykler
Hur visa detta — typer av analyser? * Projekt/Foérandringsinitiativ
 Tiden
* Roadmaps

Visa det du vill med hjalp av "Vaggen” och de

dversikter du behover. + Organisation

» Uppfdljning

» Budgetar

 Strategiska inriktningar

« Sammanslagningar/Outsoursing
» Guidebocker

© IRM AB All rights reserve d



Vaggen
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Vaggen




Summering efter 6vning

Efter storytelling



Mer att tanka pa...

« Var ska vaggen finnas?
« Hur ofta materialet behdéver uppdateras och av vem?
« Vad gar hem och vad funkar inte — lardomar?

« Vad som ar intressant andrar sig med tiden...

© IRM AB All rights reserve d



Guidebok - Hemlaxa

* Fundera over vilka typer av guidebocker som kan vara av intresse
- Introduktion till nyanstallda/konsulter?
- Introduktion/ I6pande uppdatering av ett specifikt projekt?
- Forklaring av strategisk inriktning?

- Eller nagot helt annat...

* Vilken typ "maktar ni med” att halla?
Kan ni fa hjalp av t ex kommunikationsavdelning att formulera den/dem?

« Pabodrja en guidebok om er verksamhet.

© IRM AB All rights reserve d



Handlingsplan framat



Hur ska ni arbeta vidare med er Vintergata?

 Vill ni arbeta vidare pa detta satt?

* Vad ar nasta steg?

= Skriv ner forslag pa plan om vad som ni ser ar nasta steg

e Annat som behoéver finnas pa plats:
= Behover ni fa godkannande fran nagot hall?
= Behodver ni fa en budget, eller ryms det inom ert vanliga arbete?

= Behover ni etablera nagot nytt forum, eller finns befintliga som detta kan inkorporeras i?

= Mentorskap — hur ofta?




Repetition - Hur fa det att
handal!?

Hur gor vi?



Att tdnka pa vid férsta framtagandet av Vintergatan

* Hitta kundresan.

* Hitta de 6vergripande stegen.

e Vad gors? — Formagekandidater.

* AnkraiIT-system och applikationer samt integrationer mellan dessa.
* Folj en vardestrom — hoppa INTE runt — Vem l[amnar du over till?

e Lang dialog och gemensamt larande med hela verksamheten — dela med dig av
modellen.

 Skriv forklarande texter till modellen i sig, sa materialet kan sta for sig sjalv.

* Perspektiv pa Vintergatan (geografi, storlek pa kund, marknad, produkt) — prova
dig fram.

= Ta det som ar viktigast just nu.



£ Skapa en
tillrackligt bra

grund for att se iy
varviarochvad | *
vi forandrar

ULAG E 22

PAGAENDE

" FORANDRINGAR

J

BACKLOGF;'j |

" PLANERADE OCH

FORMULERADE
FORANDRINGAR

Oversitt den
strategiska

riktningen och det .
viktigaste ; m o3

utmaningarna for

att \WkR4#M OCH MAL

Vintergatan

( )
g isl S o “}“: i
e

o= IDEER™ g@)

O 00 &

Anvand gemensamma kartor, insikter och riktningar som bas for
analyser, diskussioner, prioriteringar och beslut



10 000 timmar!







FORMULERADE

(FORANDRINGAR




Mer om feedback &
evolutionart tankande




Mer om robusthet,
feedback &
evolutionart tankande

NEW FORK TIMES BESTSELLINE AUTHOR OF

THE BLACK SWAN

Things
" That Gain

from
Disorder




Var varldsbild vaxte fram...

THE WORLD ACCORDING TO HERODOTUS
440 BCE




Bli ALDRIG kar i dina modeller eller planer




Detta ar var senaste missuppfattning
av vad vi haller pa med.

Hjalp oss gora den battre!



Mer om Vintergatan...



Mikael Tornving forklarar Vintergatan

= [IE3YouTube = vintergatan webinarium irm Em X Q &

https://www.youtube.com/watch?v=nWw3MSsVdn8



Home

LMY

Articles

Tool

Method N/

Training

v

About

Sign in m

All related to The Milky Way. The method, lessons learned, storytelling, Milky Way Tool and other things we have explored.

G OB E T

vsooEm

Picking the Right Tools for
the Job

%X Picking the Right Tools for
your enterprise map: Prioritize
ease of use and collaboration for
business success. T...

Published
2023-05-09

Assess your
initiative in 15
minutes

miro + Airtable = MUgLWAY

Assess your initiative in 15
minutes!

How often do you need to do a
pre-study before deciding on
anything? That is time-consuming
and not the right way of ...

Published

Business capability

How much standard is your
standard service?
Something we encounter a lot is
the increased complexity created
by well-meaning intentions of
wanting to meet all th...

Published
2022-10-08

Business Capability A

Responsibility for different
IT-systems

Within a business capability,
different IT-systems and
applications are used to carry out
the work that needs to be d...

Published

Do we get the intended
benefits from our merger?
When planning a merger between
two companies, we tend to do a
lot of due diligence work. Anything
from financial figu...

Published
2022-09-24

e e s

]

Responsibility for different
business capabilities
Reading an organizational chart
can be very useful. But when we
come to optimizing our different
value streams, itis...

Published




MI lKY WAY Method Tool Training Consultancy About

Power your business with
a shared map of your e
enterprise g

Map your enterprise, create a common o -

understanding, navigate different aspects and o e

accelerate change.

New Jump Start Course!

Our latest articles

20221008 How much standard is your standard service?

Something we encounter a lot is the increased complexity created by well-
meaning intentions of wanting to meet all the wishes of our clients. But is this
really a service we do wanting to fulfil our customers every wish, or is it actually

a disservice?



Milky Way International i LinkedIn — info om Milky Way tool

Milky Way International

Map, navigate and accelerate change by exporting the content of your map in Miro to
Airtable.



Webinar om Milky Way tool

https://youtu.be/h\WPJwNODf5s

|
INFORMATION
RESOURCE
MANAGEMENT

Frukostseminarie;

Verktyg for Vintergatan i
Miro och Airtable




www.milkyway.international

Las mer om Milky Way tool
MILKY WAY

MY PRODUCTS Book

INTERNATIONAL

Tool Training ~

About 1

Consultancy

The Milky Way Toolkit

Ready to fully unlock the potential of your Milky Way map?
The Milky Way toolkit will help you organize your overlays and export data to
Airtable.

If you have started working with The Milky Way, and
want to really reap the benefits of what the map can
do for your enterprise, you now have a great tool that
can help you work with storytelling via turning on and
off layers as well as exporting your data, and really

start to accelerate change.

The benefit of using Miro to create your map is that
you have a real collaborative white board that anyone
can access and really democratize architecture, the
understanding of your enterprise and help improve our
enterprise. Now we can help you continue on the work
of really making it possible to create the changes you
planned to do by exporting your data to e.g., your
project teams, so you can track your change

initiatives.



Kursmaterialet:
https://irm.se/kursmaterial-vg-kurs-apr-2024/



Stort tack for dessa dagar!

Elli Eisenhauer Torbjorn Olsson

Elli.eisenhauer@irm.se torbjorn.olsson@irm.se

inkedin.com/in/elli-eisenhauer/ linkedin.com/in/torbjorn-olsson




