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I	want	to	have	a	definite	
itinerary	and	enjoy	the	

fresh	air	in	the	mountains.
Tourist	
process

Tourist	Office	Value	Network

Business	service

Tourist	Office	Value	Network

Business	process
SITRA	Value	Network

IT	services

Tourist	segment

Michael:	mountain	cyclist
We	want	to	travel	
and	spend	a	few	

relaxing	days	in	the		
mountains.

The	Smiths:	family	of	4	

Strategy	development

Lyon	Tourist	Office

Provide	reviews

TripAdvisor

Info	publishing

LeProgress
Provide	accommodation

Hotels

Info	publishing

Opera

IT	services

TMobile

IT	development

OpenWide

Manage	tourist	offices

SITRA	IT

IT	processes

SITRA	Value	Network

Administration	services

Local	community

Commercial	services

Commercial	associations
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Leisure

Journalist

Itinerary

Availability

IT	serv

Mgt	
TOs

Web	
dev

Strategy

Quality	control	
Visibility	analysis

Social	network Video	publishing

Accommodation Financing Performances

Hosting Web	dev

Reviews Info	publishing

Tourism	dev

Web	dev

Specialized	serv.Commercial	serv. Admin.	serv.	

CoachingLegal	advice

ANT

Association	expertsCommercial	associations Local	community

Hotels Town	hall Opera

Sub-contractorCounseling	cabinet

Travel

Write

Sitra	Value	Network	[c]

Tourist	Office	Value	Network	[c]

Customer	World	[c]

Opera	visit
W-days	9-17

Smith	family

Legend:
- Icons	=	company	logos,	e.g.	OnlyLyon,	T-Mobile
- Pictures	=	real-world	artifacts,	e.g.	Opera,	Town	hall
- Hexagons	=	processes
- Ovals	=	services
- Rectangles	=	properties
- Colors	(blue /	red /	green)	=	Sitra	VN	/	TO	VN	/	Customer

IT	processes
Web	emergency

Collect	ROI
Organize	training
Training	offer
Couching

Information	diffusion	process
Develop	business	offer

Organize	info
Collect	info

Travel	process

- Large	accounts	(Google,	YTube,	FB,	Twitter)
- Theme	/	topic	(e.g.	cycling,	opera)
- TO	with	enthusiasm	and	motivation

TO	VN	[w]Sitra	VN	[w] Customer	World	[w]

IT	services
Info	diffusion	service
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All	actors	in	TO	VN	and	Sitra	VN	work	together	sharing	their	know-how	propagating	information	orally,	using	leaflets	and	over	the	internet	(white	waves).	

Sitra	VN
TO	VN

Clients

Clients	/	
tourists

Clients	leisure	
wishes	and	desires	

/	
customer	needs	=	
visit	castles,	go	
skiing,	trips,	etc.	

Plane	&	leaflet	&	internet	=	
promote	/	advertise	touristic	offer

Tourist	categories	=	
Families,	Groups,	Cyclists,	etc.	

River	=	border	
between	clients	and	

TOs

Bridges	=	allow	
clients	to	enter	TO	

VNBlue	people	=	TO	employees

Group	mtg.	/	
training	=	workshop	
organized	to	define	
Sitra	VN	strategy

SEAM	=	method	&	
facilitator

Web	/	E-mail	/	
Comm	/	Apps

Storage

Cloud	
technology:	
data	analysis

Strategic	
committee	=	take	
strategic	decisions,	
supervise	projects,	
obtain	finance	
(treasury),	
understand	

customer’	needs

City

Village Mountains

TO	activities	/	leisure	for	all	tourist	
groups	=	skiing,	rural	tourism,	

museum	visits,	church/monastery	
tours,	hiking,	explore	local	markets’	
offer,	find	accommodation,	etc.	

Tourist	Office

Key	idea:	Sitra	agency	wants	to	improve	its	leisure	services	by	re-defining	its	business	strategy.	

Customer	
influence	/	
success	story

Business	&	IT

B2B

B2C

Internal	capabilities:	employees,	
IT	platforms,	apps
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