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Classical Management Frameworks…
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SERVICE = ... A Meaningful BUNDLE of 
TECHNOLOGY/RESOURCES
satisfying a predefined Service Contract
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The Service Management Enneahedron
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Service Level
Agreements are
the key to
decide on this… !

The Enneahedron and Activity Based Costing



BUSINESS INFORMATION/
COMMUNICATION

TECHNOLOGY

STRATEGY

STRUCTURE

OPERATIONS

Case Study: ICT/S Service Management


