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ft1'IJnU~"'1~..ijfln1~U'1 LL~ ~~'V1 n1'V1EJ1 
vII, Q;' 0 

ctD. "'1'\1l'IJ1nft~.:I1'IJ'OJfI"'~~'IJ1I . 

ri1'IJn'U'i'\ll1~'<ijflm~.J1bLfl~eJ'VIn1'V1eJ1. ., 
ctG'l. ~1'\1ltJ1~'IJv'lJiimim~..ij~",~~'l11 

.	 ., 
a QI CiI QJ a q 

"'1'IJnU~'\Il1~~~m~'IJ1bbfl~~'VIm'VItl1 ., 
CLI	 ..... QJ A QI 0 

ct~. '\Ild'\ll'IJ1n~~.:I1'IJ~1'lJ'lJ1m~m'\ll1~~~n1~'lJ1_ 

ri1'IJn'U~'\Il1~..ij~ m~J'1 LLfl ::eJ'VI, .n1'V1t11
 .,. . " ,

~G'<. 'IJ1.:1~'lI~~H "'1~~run 1f'11n~'!I~'lJ~~'VI1'IJeJ1'IJ1tyn17eWLPl'l:1 f1W~'VI1.:11'IJbbfl~r.J'lI1t1bft'lJ1'IJm~u ,., 

ri1'IJn'U~"'1~..ijflm~'l11LLfl~eJ'VIn1'V1t11,. 
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... 
~N'V1~L 'U~'U 

~5btJ~m~«1J1J'U1b:U~tlDlliim~ 1~EJ Cl5"ll. 

'VI'U'VI1'Ufl111J~fl111Jb~11'Jbb'U1~~1'Um~~~vi1bbe.J'Uflij 
~ ~ 

'Vb.:l1'li~rufl1 (Value Chain) bb~~m~1bfl~1~\-1vl1.:11'li 

~Nfl1 (Value Chain Analysis) 

Workshop m~1bfl~1~""~~'U'U~1'U m~'U1'U.:I1'U~1Aqj 

~~1n'l~ ~1~1~ (~a) 

Workshop m~1Lfl~1~\-1 Service Blueprint b~Cl 
tl-r'Utl(\Im~tlfl~.:I1'U (~a) 

.Workshop m~1LfI~1~"" Service Blueprint b~a 
tl-r'Utll:lm~tlliml~1'U. (~El) 

Workshop m~1LfI~1~"" Service Blueprint b~El 
tl-r'Utl1.:1m~t1nllii.:l1'U (~a) 

o~.mo - oee.oo 'U. 

o~.OO - oc'.sno 'U. 

o~.mo - C9l1e>.00 'U. 

C9lm.oo - C9lb.mo 'U. 

., d
 
1'lJ'VI 1£IG< L3J.tJ. ~~
 

O~.OO - C9l1e>.00 'U. 

C9lm.oo - C9l\o,OO 'U. 

., d
 
1'lJ'V1 roo L3J.tJ. ct'~
 

oc'.oo - C9l1e>.00 'U. 

C9lm.oo - C9l\o,OO 1.1. 

4J 4J .. 

a ru;;rl"ll~"... 
~ I I 

bb~~1'V1EJ1mnf11Jm)EJ 

4J 4J .. 

a.ru~rl'll~" 

bbm~1V1EJ1mn~1J~ElEJ 

4J 4J .. 

a.ru;;rl"ll~"... 
~ I • 

bb~~1'V1E.I1mn~1JEJElEJ• 

4J 4J .. 

El.ru;;rl'll~.,... 
~ I I 

Lb~~1'V1tl1mfl~1JEJaEJ 



bb\J\Jl'1a\J~\Jm'Sb~1~1~~~~'U1b:U.:Jtl~\Wim'S 

b~a.:Jm'S1bfl'S1~\ht\J\J~1'U m~\J1'U.:J1'U6h~'~ ~~1nq~ ~1;ff1~ bb~:ll Service Blueprint 
, ... d 

'S:::Vl11.:J1'U'VI lD~ - '110 b~'l:t1~'U '\"j.flI.lD&:&:~ 

f.1J ~a.:J'lh::'ll~ &: i'U (9)~ a1fl1'S~~1m'S~1~1'll1m'Sm~"llm.ht'VI1'U rl'U'Ua1~b6'l'U b'lJI'1~~1'1.. 
n'OS.:Jb'VI'\"j~'Vt1'Uf')'S• 

(9). 'U1~/'U1.:J/'U1.:J6'l11 'U1~6'l~~ .. 

o I ..tot IV
1'11bbVl'U.:Ju"~\J'U . 

...... .'1 R' I ~)
a.:Jn~ (1'J1~/~f')'S.:Jn1'S/n~~.:J1'U/flI'U~. " . 

6'i11Jn/na.:J : . 

Vl~1~ba'lJ1'VI'Sp('\"j~bf')~a'U~ .. 

'i' ... ~d 0 

Vl~1~ba'lJ ~ 'VI'SflI'\"j'VI'VI'VI1.:J1'U 
'i' 

'Vt~1~b~'lJ ~ 'VI'Sa1'S . 

lD. 'U1~/'U1.:J/'U1.:Ja11 'U1~6'l~~ .. 

o I ~ OJ 

1'11bb'VI'U.:Ju,,~\J'U . 

~.:Jn~ (~1~/1f')'S.:Jn1'S/n~~.:J1'U/flI'U6) . . " . 

. 6'i11Jnlna.:J . 

Vl~1~ba'lJ1'VI'Sp('\"j~bfl~el'U~ .. 

'i' ... ~d 0 

'Vt~1~b6'l'lJ ~ 'VI'SflI'\"j'VI'VI'VI1.:J1'U ~ 
'i' 

Vl~1l:Jb6'l'lJ ~'VI'S6'l1'S . 

GTl. 'U1l:J/'U1.:J/'U1.:Ja11 
, 
I 

o I ~ cv 

I'll bb'Vt'U.:Ju "il~\J'U 

'U1~6'l~~ 
. 

. 

. 

"'.:Jn~ (1:J1~/1fl':i.:Jn1'S/n~~.:J1'J/~'U6) . 

6'i11Jn/neJ.:J . 

Vl~1l:Jb6'l'lJ1'VI'SP('\"j~ bf')~a'U~ . 

'i' ... ~d. 
'VI~1~b6'l'lJ ~ 'VI'SflI'\"j'VI'VI'VI1.:J1'U 

'i' 
'VI~1~b~'lJ ~'VI'S6'l1'S .. 



;Iuo (() ~) Oul ? b} 2-,{""tgS.", 

!1DfJ .3J35j 
~g 

fl'J'l:A"a1"fl1~._rl:.n1.fJ.v.j.Y-l11.Y.!.~r.i.f,!.1D.~.~~~.~ .o~t!.11~~~.Ty.J.lyj.~.Jf!.~.~f.).f.)Jl \Y.!.1.: Q..~«,~!i!)._«.m~.!i!!. .. 

;i-.J11!~",_~lQ.I.b~i~"_"_~_:- 1'lJ~Jt,"!!Jjj2~1J.~'L_"_" __'l.~!t,"J~~ 
".d __ OJ :u ,j" __.,J .... OJ 11,r\"YOJ 0 .. 

~"ael ~ ~_~~~.t!.~ ..~~.m.l~~!!.Y.J.~ t ..!1Y..~D.J!..~1~~ D.1!.J.~.!:riJ~y'!.!~.y..1d~JY.JJ1~.Y:I~~.1.~.~J.E1ru ..~~.!..!J.U~ .. 
" 

~"J"i11~ LL~~ Service Blueprint :.l1':-. 2.C34 
L~~'U l15tJ. r.J1'U 151. J}4/'i'? 

o QJ A Q.I QJ I oJ 0 QI A 

(§). FlN~Vl1.:11'1..lVlWJ.'U1l'JN.n1V1n11tJ1Vl11"i1~n11.n1Fll~ Vl~"J~ b l"J~ntJ G'l1'UntJl'Vl11 

-.5'~n11J1LLf\~~Vln1'Vi£J1 "IJ~~'4m;-.5'~mlGl~~'U~IL~.:l,jBWimlL~~.:I ml1LFll1~~1~tJtJ.:I1'1..l m~tJ"J'I..l.:l1'\.Jri1fi'qJ 
~~1n~gj ~"J;ff1~ LL~~ Service BLueprint L(P)fJih·hlif~1fJl'Umlfi1Lii'Un11 ,j1'\.J"J'Ul"J~~.:Ii'U l€>l€>l9>,ol€>o tJ1V1 

(G'lEl.:lLL£'/'UG'lEl.:l'Vlrl'U'Vl~.:I~'Ufl~tJtJ1V1 tl"J'U) 

l€>. LFll.:1n11.~.:lnri1"J ij1l'l'1tJl~G'l.:lRLvlEll'l1~LolJ1~"J~n11Gl~~'U1jjFl';1~i Fl"J11ILolJ11"i1 LLa~ 
G'l1~11fl1LFll1~~1~tJtJ~1'U m~tJ"J'U.:I1'Uri1fi'ty ~~1n~l'l ~"Joff1~ LLa~ Service Blueprint G'l1~11fltJl~Lii'l..l~a 
LL~~"J1.:l LLt.l'U n11tJ-rtJtJ~.:l n1~tJ"J'I..l.:l1'1..lL vl~ L~~fJ ru fih LLa~Fl"JtJ fJ~~'I..lVJ ut ~t.l~~~ l'lVl~EltJ~n11"IJEl.:l'Vl'l1"J fJ.:l1'1.MI 

L~fJn~~LthVl~1fJ LffLLrl FlN~'Vi1.:l1'\.J PMQA Vl~"J~ (§) - rrJ Flru~'Vi1.:l1'Un",j~tJ"J'\.J.:l1'\.JG'l~1.:lfJNfihua~nl~tJ"J'\.Jml 

G'lutJ£'/'4'\.J Vl~El~LLVI'\.J"iI1n,hun/m).:l ~1~-rtJ~EltJVl~1fJt'l1~tJt3~OZlEltJfi1L ii~~1'U~L~fJ}olJ~.:IntJn11~~n1",j 
m~tJ"J'\.Jml"!lEl.:lnl~'l1atJ",j~m'U 1~fJfi1Lij'\.Jm",j"ii1,n'U 19> i'U 1"J~ij~LolJ1~"J~mlGl~~'U1Y1.:1~'U"ii1'U"J'\.J (§)~1J 

m. G'l1tJ",j1fJa~LilfJ~ lf111.:ln11 ri1,jntJ~Vl11V1~VlfJ1 m'4Rf1Ia1~m"J"iIG'lEl'U~m~L~-iJEl LG'l'UElLL'U~ 

t '\.J n1'itJ-rtJtJ~.:ILLf11 "lJl1fJa~LilfJ~ lR",j.:ln11 LvlElt'l1Lt1'\.J\tJm~Vl~n Lnru';n1",jtJ",j~n'\.JfJnJ.fl1~LL~~n11tJl~Lii'\.J 
tJl~~'V1fit.l~ua~R",J1~~~Fl1"IJEl.:l~11'lJnEltJ",j~~f11~fh'Vl'u~LLa"J 

~ QJ U U 
I'n "" LflllaqR"qR~nAmc:: nA~'=''L~ Qc='~·ln~q I ._'. ~._ __ •••_ ......... ,,__ l. .----: .-.
-_.,--,- ' .. --. _ .•","', W<J V,','V,"" "'\lYr~-'ij·· Yru"'" ·n-d·U."-d w"" 

m.l€> l1fJa~L~£J~fhLoif~1fJQmlEl.:ll'l1~1::LUfJtJ . 

m.m Lf1Il.:ln11~.:lmh"J tJll"i1Elf.~'ULLt.l'\.Ji~'U1El.:lfin11 tJl~,j1tJ.:ltJtJl~mru VI.ri. l€>crcr~' 
• 11 

1~~1 'lJi;.j"J'\.J"lJEl.:lUt.l'U~WJ'\.J1El.:lRf11",j tJl~"il1tJ.:ItJtJ",j~~1ru VI.I"!. l€>crlt~ Vlin~ b tJ",j::nEltJtp)"JEJ.fl"il fl,11~ 

m;Gl~lJti1·L:a.:ltJ~U~n·11L;El.:ln111Lf1I11~~1~tJtJ.:I1'U m~tJ"J'U.:l1'Uri1fi'qj ~~1n'l~' ~"Joff1\?l LLa:: Se'rvi~e" 
BLueprint ~.:ILiJ'\.Jfl"ilfl11~mfJtlPi1f111.:1m",j-.5'\?l'Vi1LLt.l'\.J1,)ii'Vb.:l Lezi~Nfh (Value Ch?in) ~.:lmiJ'l~El'I~~~ Lrlm'l..l~ 
(§)GY\ rr'\.J"J1Fl~ l€>ltcrUll L~mhuntJ~'Vl11-.5'(P)n11J~ILLa~ElVlfl1V1fJ1 "!lElH.:ltJ~i~IL ii'U.:l1'UFl1Lif~1fJ1'Uf111fi1L'U'Un1",j• 
l'l1~LLt.J'UWWJ.'\.J1El.:lfiml Vl~"J~ b ri1Vl~tJLiJ'Ufh1i'~1fJl'Umlfi1Lil'U n11-.5'~f111r;;'~~H1L :U.:ltJ~lliim",j~.:lflri1"J 
o ~ :r ( .,J cI ..I.." ..IOJ

"iI1'U"J'U",j"J~VI.:l~'\.J l€>b(§),ol€>o tJ1V1 G'lEl.:lLbG'l'UG'lEl.:lVl~'U~'U.:lVl'UfJG'ltJtJ1V1m'\.J) lPl1~LElnG'l1",jVlLL'UtJ 

rr.:lii' LtI'\.J~1'U1"i1"llEl.:l reu. t'Uf111~.:lf111 LLa~tJiju~h1'l1mlLLVI'\.J Elli"ll.. lPl1~fi1~.:Im~ 
..I 11_ ..I ..OJ 

VI "ll (§)l€>~UlIllVcrltrr a.:l"J'UVI (§)l€> VI~rl"iln1fJ'U l€>crrrrr 

... "" '" 'i. I .. -- ... Jt
"iI.:ILlfJ'U~1LVlElbul~VI"iI11ru1El'4~~ ~.:I'IJ . 

19>. t 'l1f11ru~'Vi1.:l1'\.J~WJ.'U1l'Jru.fJ1V1mltJ~Vl11~~'n11.n1Fl~j1 'VI~"J~ b ~"J~ntJri1,rfltJ~'Vl11 

~(P)n1",jJ1LLa~~Vlfl1V1fJ1 ~~n1",jGl~~'U1L"/j.:ltJ~U~n1",jL~a.:l f1111LFll1~~1~tJtJ.:l1'U n1~tJ"J'U.:I1'Uri1fi'ty 
~ cv 3cv .. .. D ~ 0 I I cv.d 

~~"Jn'lWi m"!1"J(p) LLa~ Service BLuepnnt \?l1L'U'Un11"i11'U"J'U 19> 1''U ",j~'VI"J1.:l"J'UVI l€>~ - sno L6J~1fJ'U l€>rrd:'~ 

ru ~El.:ltJl~~~ rr -rr'\.J (§)~ El1f1111~'Vi1f)11~1fJ1"ll1f11",j m~'l1atJl~Vl1'\.J '.11~LG'l'U n~.:lLVlVI~'Vl1'Uf1I",j 

r 
.,{ 
I, l€>. LmVlfJ1fl1... 

http:iI1'U"J'U",j"J~VI.:l~'\.J
http:n-d�U."-d


-1!J

le, 1~1'V1EJ1mltJL~'a':)n1'a«~~'U1L:U.:)t1~~n1'aL~€l':) n1'a1L~'a1~\h~'U'\N1'U n'a~'U1'U':)1'U 
~ ".

~1Rt1l ~~1n~~ \Ji1~1~' LL~:: Service Blueprint ~€l tJ1EJtU~i"lli ~€l'lh::~1;i'V'l':);;"·b~i''U~16'l~'U1~ruoU11~.:),,~ 

I!:l,r!oo 'U1'V1 L~€l':)"iI1n1'V1EJ1m"LtJ'U~'VI'H~rul~~ij~11~f m1~6'l1~1'an LL~~\l'a~6'I\Jm'aclL~Y'l"1::~1 
LutJ oWLl3I1; 6'l~~1'ab~i''U A16'1~tJ1fl ruLn'U~~'a1~ rhVl'U ~ ~.:) L-U'Ub\J~1~'a::L {jEl'Um~'VI'a1':)n1'aji)a.:)'h~1 EJ 
''I'" 'I 0I':l"1 01 .1 '".I.J 0I.,j

~rl b"l1'iJ1El btJn1'a'iil~Nn€l'U~~ m'a'lil~':)1'U LLft~m'au';i::"l1~'a~Vl11.:)u'a::L'VIl'lI 'VI n~. o~ob.<d1.~Cilm ft':)1'U'VI 
~ 

" ()'" dOl' •• ....J. ~I 1/ 'I II..
Cill!:l ~a1~~ 1!Jr!r!r! 'lI€l Cil~ 1!J~.11mm'a€l':)€lm1~16'l~tJ1~rJ mVltJm1n'HlJ'VI"iI rIL 

lJtJ~ €l':) b"U1VIEJ1m 

~ij~111Jf ~111J6'l11J1'afl :lh::6'l'Um'a~H~Ll'lI1; 6'l11J1~nl~~16'l1JtJ1~rJ1'V1El1m~.:)n11-aUl'a1~fi1Vlu~b~ 
L~ EJ1~€l ~'1'U~M~ij"i1'l1 €l':)~1Vl~1&'11'U~1"l1m'H ~1'l1€l':)':)'U t1'a::1J1rJ 

sn, A1'V'/1VltJ:: u~::~11-u~1El~tJ' ltJL~~':)n1'a (~1..ij~·kIL€ln~1~ LLa::~11t1~~t1f)'acl) 
1~..ij~Vl1~1~'a~LijEJ'U~1t1ntJ1EJni'~~'U~~'h~1EJn1';i~6'l~ 'V'I.l'lI. lor!mr! ~Lft~~Lbm"llL~~bU11J Elm1tJmiihJ1L\J'U 

b~':)~1'Um1Jm"il~1bij'Um'am1JtlnU1'l~Yi''U 1~vhb{j'Um~m1J'a~LtlEJ'U-w6'l~ 'W.fl!. ~crmr! bLa~~bbm'llL~1Jb~1J 
" " Vi.l'lI. I!:lr!m~ "II€l m~ 1'a'a~6'I€l':) 

~. 1~~~1b'Uun1'a..ij~1~';i.:)m'a«~1J'U1L:U.:)t1~tmm'a lij'~vi1~1EJ':)1'Um'a'lJ'a~UjtJbL~~~~m~N~
". 

t'U~1'U'lJ~'a~1~~'\h~~,:)f'1"11€l.:)11"'1';i':)n1'aL6'I'U€lm1J~h'Un~1J-W~tJ1V1i''V'IEJ1m~~~ft fl1~l'U oo 1'U t1'ULL~~uq~ 

l~'a.:)m'a ~.:);f L~ €l1 ~ L\JUb\l~1~'a~L {j EJ'Un'a::'VI'a1':) m'a~'" ,:)11 ~1 El~ 1toU~1EJt um'aN nnusu n1'a~~.:)1'U 
.1 '.1 (0I.,j) ''I"' 'I ~ ".,j

LLa~m'au'a~oq~ 'a::Vl11.:)u'a::L'VIl'lI Q'U'U'VI sn 'V'I.13I. lor!r!cr Vl1J1~ I!:l 1"'11 b"ll"i11El b'Um'aHn€ltJ'a~ "II€l'VI l!lm 

('U1El~t16'l n1L{j~~&) 

f.J6'I.'U~. 

q n.a. Q). 12.~~Y> 

(U'IfJCt,t1" ,;afJ\yt11W) 
'Sfiu. 

/ 

JtU-...,. 
r;:-qJ)$$f 

,3' • 
bn~'tlTIRnt1 tm'ltH~1tJ~· 

r.hllll ~1~L 
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Q.I Cl iI 

U\J'VIfl'tJeJfI'J111. ;all ~t~~ 

a';)Uj1'lfn1~...rlJ.YD1!1.11:J1j,~.m1~1.~~.fJ.~.~X!.f.!1Y.JJn ...~~.:Y!!'~j,1J1:[~HJ.J1~11'Y.!l, ..1Y.J.1~n1 Q ..~~.~@ ~ID!~~... t;~, 

.iii q{~:Q ~.~~.~.~.~¥~ ~uiii ~~ ~:H.1t1~ ~.~~§. _ _ 1i ;5 IQI,s1 

L;v~ ..J!.~~:!i~_~~m1~t!;r.yJ.~~~.yij,~.f.)11 ..~~.~.~.f.1.1~.j,Jf:}.1J~~1~V..1!~J.y ..m~:tJJ.:H~J:H.~.:l~ru :9.~.j,.f.!.~!! ..~].{1~ .. 
uae Service Blueprint -f1ti. \~lIl1 

""	 .~'8r&1'~L'afJ'U ssu 

19l12J~ m2Jl;\el'U~9it 'U'Vl~nm'a LLt:J'UWIJAl'U1el.:lrl m'S'lh~:ij1:U.:l'U'lh~·2J1 w Vlo ~ .l€>ctct~: Lri el1'U~• 
<.9lmG'U11fl2J l€>&ctgJ) llPltlt'U~1'U"lJel.:lLL~\AWIJAl'U1el.:lrlm'a'lh~~1:U.:l'lJ'lh::2J1W VLPl.l€>&&~ 'Vl2J11Pl b 'lh::nel'lJ;\1fJ 

n~m'a2Jm'aa2J2J'U1L~.:I\Jli'lJllm'a L~el.:lm'a1Lfl'a1::l-1'a~'lJ'lJ.:I1'U m::'lJ1'U.:I1'U611flqj ~1Pl1mll9l ~1;f11Pl uae Service 

Blueprint ~.:ILiJ'Ufh:Jn'a'a2JfI1fJtmfl'a.:lm'a:ij\P1vhLLt:J'Uflrl\.h.:ll'liflwrh (Value Chain) .:I1'Um2J"lJfl'lh~'VI1'U" . 
:«i' A ~ A 3u ,.9 CLI cI a I ~	 ell ~OJ	 A 

uae bfl'a.:lm'a1 Lfl'a1::'Vl~mmll9lLLfl::19l1"lJ11Pln':i~'lJ1'Ll.:l1'U£l1fl tyL'V4elm 'a191 1Pl19l12J u'a::L2J'UeJ flLLfl~fl\P1m'a~ty L6'l tI 'U'Ll 

L~elt-Hm'a~1L'U'U.:I1'ULiJ'Ul\J19l12JLLeJ'UWIJAl'U1el.:lrlm'a\J'a~:ij1tl.:l'lJ\J'a~2J1W vtPl.loctct~ 'Vl2J11Pl b 

flw~'Vi'1.:11'UWIJAl'U1flWfI1Wm'a'lJ~'Vl1'a:ij~m'afl1fl-rrjj ~2J1~ b ~12Jn'lJ ri1tJn'lJ~'Vl1'a:ij\P1m'a~1LLfl~el'YIn1'V1t111;\...	 .
 
~1L{j'Um'a:ij~vi1'a1t1fl~L~fJ~m'a~~2J'U1L:U.:l\Jli'l1&im'a L~el.:lm'a1Lfl'a1~t1'a::'lJ'lJ.:I1'U m::'lJ1'U.:I1'U611flty ~~1'mll9l 
~1;f1\P1 LLfl:: Service Blueprint 19l12J'S1t1fl~L~fJ\P11fl'a.:lm'a~LL'U'lJ 

~	 "" d :'i'.I'" ......... 11

"iJ.:IL'afJ'U2J1L'VIIelb u'a~'VII"iJ1'atlJ1el'42J19l 1Pl.:l'U 

<.9l. t-HflW~vl1.:11'UW\PU'U1flWfl1'V11m'a'lJ~'Vl1'a:ij~m'afl1fl-r~ 'Vl2J1\P1 b ~12Jn'lJ a1tJn'lJ~'Vl1'a:5'\P1m'S~1.	 .. 
LLfl~~'V1n1'V1t11 :ij\P1n1'aa2J2J'U1L~.:I'tJij'l1&im'S L~el.:lm'a1Lfl'a1::~'S::'lJ'lJ.:I1'U m::'lJd'U.:I1'U611fl~ ~\P11mll9l #(1:ff1~ L~fl:: 
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