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Back to the Drawing Board

Managing 
internal clients 

Service design in 
a decentralised 

ecosystem

Ownership of 
vendor 

relationships



The Case Studies



Barum Continental: The Setup
• German owned tyremaker

• 2000 local members

• Update from an old MS Access database



Barum Continental: The Solution

• Migration to own 365 license

• Pseudo database in MS Lists

• PowerBI analytics on top



Is that scalable?
An amazing 1:1 meeting with a Fagforbundet expert facilitated by Kim!



ČSOB: The Setup
• A bank part of the KBC group

• 1200 local members

• No CRM previously

• Payment and mailing integration



ČSOB: The Solution
• Local CRM provider Péče o Dárce

• Supplier for the NGO sector

• Integration with local APIs (banks, fundraising platforms, 
ERPs etc)



ČSOB: Business Case



Conclusions and questions?

(Dis)economies of scale

Ownership of vendor relationships

Towards a service design blueprint

Keeping analytics service in house?
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Ownership of Vendor Relationships?



Towards a Service Design Blueprint? 



Discussion
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