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Value Creation Processes

SUPPLIER VALUE-
CREATING PROCESSES

ENCOUNTER PROCESSES

Processes and practices of

CUSTOMER VALUE-
CREATING PROCESSES

Resources and practices PR interaction and exchange <«  Resources and practices
applied to manage its that take place within used to manage their
business and its customer and supplier activities.
. : L ' : )
relationships = relationships. £
<= =
SUPPLIER < SUPPLIER-CUSTOMER z CUSTOMER
VALUE FACILITATOR VALUE CO-CREATOR VALUE CREATOR
(providing goods, services, = (interactions, both invest H (consumption).
etc.) resources)
Actors’ Roles
CUSTOMER KNOWLEDGE CUSTOMER INTEGRATION

Source: Based on Gronroos (2008) and Payne et al. (2008)
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Specialized knowledge
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Professional judgment
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Collaborative process

Joint problem solving
process towards the
optimal value-in-use

1. Problem
identification

2. Solution

3. Implementation

4. Value-in-use

Customer resources

Information about
needs and goals

Information about
business

Collaborative process a:
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