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5

Abstract6

The increase in competitiveness in the services sector means that organizations in this area are7

looking for a more efficient management. Thus, there is a lot of interest from managers and8

academics in understanding the effort that service organizations are making to align their9

strategies. The purpose of this paper is to reveal the alignment between the Value Proposition10

Model (corporate strategy) and the Supply Chain Strategy (functional strategy) in two11

services provided by a Brazilian Public Institution, using the Process-Chart- Network12

Diagram (PCN Diagram). This study uses a qualitative and descriptive study, based on13

multiple incorporated cases studies. The results show that this alignment is a necessary14

condition for delivering the value proposition of the service. Moreover, it has been found that15

the PCN Diagram can be used as a tool to facilitate identification of this alignment.16

17

Index terms— strategy alignment, service supply chain strategy, value proposition, PCN diagram.18

1 Introduction19

he growth of the service sector in the global economy, observed in recent decades, has brought the need for a20
more efficient management of service organizations (Giannakis, 2011). Chopra & Meindl (2003) and Harland et21
al (1999) argue that supply chain strategy and corporate strategy must be aligned for a better performing of the22
organization. Therefore, the fit and agreement between the strategies of diverse hierarchical levels and functional23
areas has become one of the goals sought by current organizations.24

This article uses the PCN Diagram to reveal the alignment between the Proposed Value Model in the Corporate25
Strategy and the Supply Chain Strategy of two services of the Military Police of Minas Gerais for the citizens.26

Therefore, using a qualitative and descriptive study, based on multiple incorporated cases studies, this work27
seeks to answer the following question: What is the strategy of supply chain configuration adopted for the delivery28
of the value proposition offered by the service?29

It is important to stress that the paper makes a greater elucidation of the various forms of delivering proposing30
value and strategies concerning setting supplies chain in services, highlighted in the management literature.31
Additionally, the study associates these two approaches using of the PCN Diagram.32

This article begins by discussing the various ways of delivering proposing value to the customer. Subsequently,33
this text discusses the strategies of the Supply Chain for services and the parts that the PCN Diagram was34
composed. This paper shows then the methodological procedures used to achieve the objective of the present35
study. Finally, the search results are discussed and some limitations and suggestions for future research are36
offered.37

2 II.38

3 Literature Review a) Value Proposition Models39

According to Christopher (2007, p. 12) ”Of the many changes that have taken place in management thinking over40
the last 30 years or so perhaps the most significant has been the emphasis placed upon the search for strategies41
that will provide superior value in the eyes of the customer.”.42
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6 C) PROCESS-CHART-NETWORK DIAGRAM (PCN DIAGRAM)

Complementing, Magretta (2012, p. 108) state that ”the value proposition is the element of the strategy geared43
toward the outside of the Organization, and that means, to customers, to the demand side of the business.”44

Based on the value proposition, two models are presented and discussed: the creation of value and cocreation45
of value.46

Co-creation is barely used in the context of public administration. However, public services are increasingly47
interactive and offering by interorganizational collaboration. This reinforces the relevance and the potential of48
this approach to studies in this sector (Osborne et al, 2013;Osborne et al, 2016).49

The model of Value Creation (Value Chain) Proposed by ??orter in 1985, emphasizes that the value created is50
the result of activities carried out internally by the Organization and by the suppliers involved in the production51
chain. This model is based on the concept of value as ”the amount that buyers are willing to pay for52

4 Year ( )53

A what the company provides to them” ??Porter, 1998, p. 34).54
In this classic model of value creation, the organization is seen as constituted by internal processes. This55

organization is part of a set of companies established in a linear configuration, with a unidirectional flow of56
products and that starts in the operations of the upstream suppliers and ends in the operations with the final57
customers.58

The Model of Value Co-Creation (Value Constellation) The concept of value co-creation was developed through59
the contribution of several authors from various fields. Its main element is the reconfiguration of the relationship60
and the reconfiguration of the functions that exist among the actors that compose the ”constellation” for service61
delivery ??Normann & Ramírez, 1993).62

The approach that subsidizes the perspective of co-creation of value is the Service-Dominant Logic (SDL)63
which argues that the organization solely is not able to create value. The organization can only offer a value64
proposition, which is accepted (or not) by the customer (Lusch et al, 2008).65

Therefore, in this model, the customer is an active participant and the generation of value is the result of an66
experiment together (suppliers and customers), from an existing value proposition in a given context ??Prahalad67
& Ramaswamy, 2004;Vargo & Lusch, 2004;Vargo et al, 2008).68

From these considerations, Table 1 presents a summary of the main features of these two value proposition69
models. Customer participation in the None (service receiver) pates in all stages of the process.70

Considering the information presented in Table 1, it can be inferred that these models are positioned between71
two extremes. In one side, the conception of value creation places the client as an exogenous variable of the process72
and presupposes the generation of value as a linear, sequential and unidirectional process. On another side, the73
conception of value creation as a process in which the customer is an active participant and the generation of74
value is the result of a conjoint experience (suppliers and customers).75

5 b) Supply Chain Strategies76

The operation of organizations under the logic of a supply chain is not new. However, a strategic perspective77
that considers this form of work is relatively recent. This point of view recognizes that it is a coordinated and78
joint operation of organizations in the supply chain that provide superior results (Christopher, 2007).79

It should be noted that the service delivery chains are critical mediators for the existing exchanges in the80
market. These networks are essential for delivering value to the customer. Moreover, these structures determine81
how end-users, intermediaries, and suppliers participate in the provision of services (Finne & Holmström, 2013).82

Based on the above considerations, several classification schemes have been proposed in the literature to guide83
the choice of the supply chain strategy (Hilletofth, 2009). However, it is noted that an Source: Prepared by84
the authors based on works of Ballantyne & Varey, (2006) Fig. ??: Strategies for Service Delivery Supply85
Chain: Cost-efficiency vs service-efficiency service Figure ?? above shows that in contexts where services are86
homogeneous and the processes for producing them are standardized, the appropriate strategy would be ”Cost-87
Efficiency.” On the other hand, when services are heterogeneous and require customized production processes,88
the most appropriate approach would be ”Service-Efficiency” (Arlbjørn et al., 2011).89

It is important to note that a two by two matrix does not cover all the complexity existing in the context of90
the service supply chain. However, this model provides a general classification for the different types of strategy91
of services supply chain (Arlbjørn et al., 2011).92

6 c) Process-Chart-Network Diagram (PCN Diagram)93

The PCN Diagrams was built ”on the strengths of other flowcharting techniques, while emphasizing the unique94
conditions and design opportunities for interactive service processes” ??Sampson, 2014, p. 17).95

According ??ampson (2014, p. 19), this diagram provides the necessary ”basis for analyzing service processes,96
networks, strategies, innovations, and other managerial issues” ??Sampson, 2014, p. 19).97

Figure 2 presents the main elements and principles involved in the elaboration of a PCN Diagram. management98
and supply chain tries to understand the correspondence between the characteristics of the product and the99
supply chain processes (Morita et al, 2015). Besides, the existing approaches claim that there is no strategy that100
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is suitable for any product. The choice of the appropriate strategy can significantly affect the competitiveness of101
the entire supply chain.102

This paper follows the perspective proposed by Arlbjørn, Freytag and Hass who contextualize the various103
approaches to supply network strategies for the service sector.104

The model proposed by Arlbjørn, Freytag, and Hass Arlbjørn et al (2011) based on the need to discuss105
the adequacy of lean thinking foundations to the context of services created a model for choosing the strategy106
of the Service Delivery Supply Chain. This model includes two parameters: services offered and processes of107
”production” to deliver to ”produce” the services.108

The services offered can be homogeneous or heterogeneous. Homogeneous services provided similar products109
that are offered in the same way to many customers. Heterogeneous services offered products in a personalized110
way for the customer. As for the ”production” processes necessary to deliver the service, they may be standardized111
or customized (Arlbjørn et al., 2011). These parameters can be combined in a matrix as shown in Figure ??. As112
shown in Figure 2, each entity involved in the process has an area containing a sequence of steps that is initiated,113
led, executed, or even controlled by this entity. This area is called the process domain (Sampson, 2012(Sampson,114
, 2014)).115

Each process domain has three regions. The region of direct interaction that encompasses steps that involve116
direct interaction between the people of the entities analyzed in the process. The surrogate region of the117
interaction encompasses the stages involving indirect interaction between entities. This interaction takes place118
through belongings, information or technology from another entity of the process. In this region, there are no119
interactions between the people of the entities involved. The independent processing region comprises the steps120
that occur from resources that belong to and are controlled by an entity, without any interaction with other121
entities (Sampson, 2012(Sampson, , 2014;;Sampson & Chase, 2010).122

The positioning of the service process activities in these different regions of the PCN Diagram is based on four123
general principles. These principles can be seen in Table 2. The greater the number of activities in the region124
of independent processing in the process domain of the provider will allow more significant gains in scale and125
operational efficiency.126

Reducing customer participation reduces process variability.127
domain favours the customization of the service.128

7 Principle 4: Surrogate Positioning129

There are other ways to achieve operational efficiency beyond reducing customer engagement in the service130
process. The option to position activities in indirect interaction regions provides improved customization131
(Principle 3) while minimizing costs (Principle 1) and therefore can be an opportunity to balance efficiency132
and effectiveness in services.133

Source: Prepared by the authors based on the works of Sampson (2012Sampson ( , 2014) ) e Sampson & Chase134
(2010). Sampson (2014) write that the optimal positioning of a process in the domain regions depends on what135
the provider is trying to accomplish in a particular offer for a particular customer segment. This positioning of the136
process is a strategic decision. This decision consists of defining the business of the organization regarding value137
proposition and competencies required for the provision of these services. When the process steps performed in138
the process region independent of the provider domain. the offer of value follows the value creation model. In139
this case, the provider offers the service as a ”closed package” with a proposed value. In the region of direct140
interaction, the customer participates in the process supplying some input to the supplier, so there is some141
possibility that the offer of value follows the value cocreation model. When the provision of value occur in the142
process region independent of the client domain is performed by the co-creation model. In this situation, the143
client takes an active role in the process, realizing value for himself through unique experiences (Sampson, 2014).144

8 III. Research Methods And Tecniques145

Considering the purpose of this study, we chose a descriptive study with a qualitative approach. This was146
developed through a multiple incorporated cases studies (Salomon, 2001).147

The qualitative approach was based on the case study research method. The knowledge generated from the148
case study is more concrete, more contextualized, and more oriented towards interpretation ??Merrian, 1988).149
Yin (2005) argue that a case study can be either a single case (a unit of analysis) or multiple cases (several150
units of analysis) and holistic (a subunit analysis) or embedded (several analysis subunits). Thus, based on151
this classification, this study is characterized as multiple incorporated cases studies, since units of analysis and152
the entities that make up the network of these services as subunits of analysis were two services from the same153
company.154

The choice of services to be studied was intentional. In this type of choice, if they contain the necessary155
characteristics to reach the proposed goal, services are selected, which according to Yin (2005) and Einsenhardt156
(1989) is recommended for this type of study.157

Table 3 shows the process steps used to conduct the study. Theoretical sampling (Services with different levels158
of customer participation).159
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13 RESEARCH PROTOCOL FOR SERVICE PROVIDER

9 Crafting Instruments and Protocols160

Qualitative data. examination).161

10 Entering in the Field162

Joint collection and analysis of data, including the taking of notes during the conduct of field research.163
Opportunistic and flexible data collection methods.164
Analyzing Data Intra-case analysis.165
Pattern search among cases, using divergent techniques.166
Enfolding Literature Comparison of the findings with the literature.167
Reaching Closure Theoretical saturation.168
Source: Prepared by the authors based on the work of Eisenhardt (1989).169
Four research protocols were used which were developed from the literature review. They sought to gather170

information about the client’s participation in the service process and other information necessary for the171
description of the services.172

The purpose of each protocol can be seen in Table ??.173

11 Table 4: Purpose of each research protocol174

12 Document for data collection Purpose175

Description of services To understand the way the service is delivered.176

13 Research protocol for service provider177

To understand how the service is offered, which entities are involved in the process, and how the customer178
participates in the service process.179

customer participates in the service process.180
Research protocol for the interviewees of the local entity required in performing the service To understand181

how customer participation is perceived by the representative of the local authority and to identify the role and182
level of assistance in the performance of the service.183

Source: Prepared by the authors.184
The interviews took place in two periods. The first period occurred between February and June 2015, in which185

15 interviews were conducted. Five people from each service studied were surveyed. Each interview lasted on186
average one hour. The general rule used to end the interview was to stop when no new information emerged.187
According to Eisenhardt (1989), this indicates the saturation point of the data. In all cases, the interviews involved188
people with different functions within the service and coming from different hierarchical levels. Depending on189
the availability of participants, interviews were conducted by phone or a person-to-person. Also, the general190
managers of the companies were given the right to review the transcripts to assure anonymity to the level they191
desired.192

The second period of interviews took place between November 2015 and March 2016. It involved a second193
interview with the military responsible for the services and with employees of a local entity assisted by the Police.194
In this interview the case studies were presented, doubts were answered, and some additional information was195
requested. Each interview lasted on average of two hours.196

Following Eisenhardt (1989) directions, the interview scripts contained unstructured questions and structured197
questions. Finally, the research used documentary analysis and direct observation. The documents consulted198
were the operational manuals and the institutional presentations of the Police. Also, after each interview, the199
participant was requested to provide documents that reinforced the points discussed during the interview. The200
additional documentation collected at this stage of the research consisted of material for disseminating the201
services, community primer books with safety instructions and application forms for the service offered by the202
Police.203

Field observations occurred during the months of April and May of 2015. During this period, the researchers204
followed the performance of the services analyzed in the study. Besides, in March 2016 a meeting between a205
local unit and representatives of the Police was observed. These observations helped to understand how each206
entity participates in the process. These observations also contributed to verify the reliability of the information207
collected from interviews and documentation. Multiple sources of data utilized in the research made possible to208
perform data triangulation (Yin, 2005).209

The triangulation of data made it possible to verify the internal validity of the data through confrontations210
between them. Flick (2009) and Yin (2005) asserts that this procedure as fundamental for the validation of the211
research.212

As suggested by Einsenhardt (1989) and Miles and Huber man (1994), data analysis occurred concurrently213
with its collection. This process consisted of two steps. In the first stage, we sought to identify the value-added214
strategy adopted by the service. Therefore, it was verified how the process of value provision was realized in215
each service, considering the characteristics pointed out in the literature. In the second stage, the strategy of the216
supply chain adopted in each service was identified. For this, the features of the activities performed throughout217
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the service process were observed. In both steps, the PCN Diagram helped to determine the necessary data. In218
this sense, the study was inductive in looking for evidence that showed how the characteristics pointed out in the219
literature on the involved in the execution of the service Research protocol for the civil and military employees220
each one involved in the service offer and how the To understand how the service process is executed by models221
of value provision were presented in each service.222

The internal analysis of each case considered the data collected through interviews, documents, and223
observations. As a result, individual detailed cases were elaborated. Subsequently, these cases were presented to224
the key person responsible for the service for verification, clarification, and modification if necessary.225

After the analysis of each case, the inter-case studies were performed. The objective of the inter-case analysis226
was to identify similarities and differences in the cases.227

The final product of the analysis process, as recommended by Eisenhardt (1989), was the elaboration of a228
theoretical descriptive / explanatory framework of the phenomenon studied.229

14 IV. Analysis And Discussion Of Results230

15 a) Intra-Case Analysis and Discussion of Results231

The services analyzed reflect the evolution of the Police’s performance in meeting the demands and social232
transformations that exist in society. Given this, before discussing each service, it is necessary to make clear this233
evolution.234

The Military Police of Minas Gerais is a Brazilian public institution with more than 200 years of existence.235
During its history and in the face of pressure exerted by society from different and growing demands for public236
security, it has modified its mission and its way of acting. The Military Police of Minas Gerais attempted to237
adapt its policing form by offering new services that would enable it to meet the needs of each period.238

The changes that occurred in the Brazilian political and social scene during the 1980s and 1990s brought the239
need to redefine the institution’s mission. Therefore, there was a transition from the role of the ”police control”240
institution to the ”citizen police” (Minas Gerais, 2010). That is, the traditional policing model has been replaced241
by community policing.242

Traditional policing has the following characteristics: vertical hierarchical structure, a high degree of division243
of labor, a high level of centralization of power and authority, a high degree of standardization of activities and a244
great number of rules of conduct (Cruz, 2005;Marinho, 2002). All these characteristics corroborate to the control,245
coordination, and predictability in the accomplishment of its activities (Marinho, 2002).246

In contrast, community policing depends on a decentralized organizational structure, since police activities247
are less predictable, demanding more discretion (Freitas, 2003;Marinho, 2002). Therefore, lower standardization248
and greater decision-making power are required and the norms serve as a reference for action and not as a rule249
of conduct to be followed (Marinho, 2002). Also, there is some demand for greater autonomy of the police units250
and the need for decentralization of policing activities (Freitas, 2003).251

Considering what has been presented, it can be concluded that the quest for efficiency and effectiveness252
becomes fundamental for the Military Police of Minas Gerais. This search encourages the exploration of new253
ways of creating value and providing its services. According to Minas Gerais (2010), new services development254
is achieved through the aggregation of new values and concepts that meet local needs in a ”customized” way255
(Minas Gerais, 2010, p. 75).256

In summary, it has been observed that several actions have been carried out by the Military Police of Minas257
Gerais to adapt its way of acting to become more effective. These movements involve the redefinition of the258
function of the Military Police of Minas Gerais in the fight against crime and consequent adequacy of its policing259
strategy. These actions culminated in the offer of new services that meet the new social demands involving260
the community itself in its implementation. Currently, public security is one of the services most demanded by261
Brazilian society (Confederação Nacional da Indústria, 2015).262

Therefore, the services that were the object of research of this work were: The surveillance camera -”Eye Alive263
BH” and the Neighbourhood Watch -”Protected Neighbourhood Network”. The surveillance camera service -264
”Eye Alive BH”. The surveillance camera service known as ”Eye Alive BH” was regulated by State Law 15,435265
of ??anuary 12, 2005. It aims to promote support for the actions and operations of the Military Police of Minas266
Gerais, as well as other organizations of the Defence System Civil, in the prevention and combat of crime in267
the hyper centre of the city of Belo Horizonte (Carvalho, 2008;Milani & Jesus, 2012). It consists of continual268
monitoring through cameras of public places previously chosen due to the intensity of crime.269

The unit responsible for coordinating and monitoring the service is the 1st Unit of the Military Police which270
is part of the Integrated Centre for Operational Communications (CICOp).271

The following PCN Diagram of the ”Eye Alive BH” service was elaborated using the collected data (Figure272
3). According to Figure 3, the process steps are performed mainly in the provider process domain regions. In273
this process, the operator monitors in real time dozens of people. When he perceives a situation of risk, he calls274
the supervisor and the supervisor alerts the police patrol in the region to this fact. The employee is qualified to275
identify which details and attitudes are to be observed. This process utilizes productive resources that replace276
direct customer interaction. In this way, the whole process is conducted by specialized employees who control277
the current inputs. This process works on Principle 2 of the PCN Diagram -Economies of scale.278
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17 B) INTER-CASE ANALYSIS AND DISCUSSION OF RESULTS

The service is also more efficient because there is greater control over the information that starts the process.279
Information is provided by trained employees without the need for customer interaction. Therefore the process280
steps are positioned in the process domain regions of the provider. In this region, the provider has greater control281
over the process due to the reduction in the variability resulting from the decrease of the customer interference in282
the process. That is consistent with Principle 1 of the PCN Diagram discussed by Sampson (2014) and Sampson283
e Chase (2010).284

As suggested by Sampson (2014), the option of positioning steps in the surrogate region of interaction provides285
the balance between efficiency and effectiveness. In this case, the greater efficiency is obtained due to the increased286
use of available resources (e.g., the operator does not need the client’s request to perform the monitoring, and287
the execution of the service does not depend on information sent by the customer). Effectiveness is achieved288
through increased289

16 Global Journal of Management and Business Research290

Volume XVII Issue V Version I Year ( ) service agility since the service is monitored in real time. It should also291
be considered the preventive aspect of the service since actions that depart from suspicious behaviour avoid the292
occurrence of the crime before the occurrence of the act itself.293

It can be stated that considering the service value proposition the provider seeks to deliver a final service294
package to the customer with a defined value proposal since a substantial part of the activities take place in295
the independent processing and surrogate interaction regions. Moreover, the client has a passive role. He acts296
as a single receiver of the service. The service takes place centrally and without customer interaction. These297
characteristics reinforce the perception about the way value is created in this service.298

The Neighbourhood Watch service -”Protected Neighbourhood Network” The Neighbourhood Watch service299
known as ”Protected Neighbourhood Network” was formed in 2004, but it was regulated in 2011. It is a type300
of community policing practice. It has the proposal to strengthen the community that is going to act in a301
stricter and organized way. It consists in the formation of networks of neighbours bound in a territorial base that302
implements practices for self-protection. Theses networks holds periodic meetings with the objective of deepening303
the knowledge about the actions implemented (Minas Gerais, 2011).304

The research was carried out in one of the first network of neighbours installed in Belo Horizonte. According305
to the military interviewed, it is considered one of the largest and most successful network of this type in Minas306
Gerais.307

The following PCN Diagram of the Protected Neighbourhood Network service was elaborated using the308
collected data (Figure 4). Figure 4 above shows that the steps of the process are performed in the independent309
processing and the surrogate region of interaction. According to Principle 1 of the PCN Diagram, this positioning310
provides greater efficiency, since the company can limit and control the inputs provided by the customer.311
Customers perform a large part of the actions related to this service, thus reducing the processing load on312
the company (Sampson, 2014;Sampson & Chase, 2010). The steps positioned in the independent processing313
region occur through the use of the clients (network members) as observers of people passing through the area.314
These observers monitored the region by identifying the occurrence of risk conditions and became multipliers of315
safety information for the site.316

Members of the network need to be adequately prepared to perform these functions. Network participants317
receive information about security procedures through periodic meetings, brochures, messages via WhatsApp,318
patrol rounds, among other actions. This corroborates with the considerations proposed by the authors Sampson319
(2014) and Torres Junior & Miyake (2011) who report the importance of preparing the client for their effective320
participation in the service process.321

As a result of the stages being allocated in the provider’s domain regions, the service can make better use of322
available resources. For example, the police patrol car can park in areas with the highest number of incidents323
reported by network members.324

Effectiveness is achieved by increasing the opportunity to customize the service (Principle 3) is due to the325
greater involvement of the customers (citizens of the neighbourhood) in the processes of the service. They326
provide information and also participate in planning the actions to be implemented by the provider. Accordingly,327
resource allocations and projects are defined based on the discussions of the network members established in the328
periodic meetings.329

Considering value proposition, the model offered by the Protected Neighbourhood Network service represents330
a value co-creation. The customer assumes an active role throughout the service process. Also, the service favours331
greater interaction between the Police and the citizens and between the citizens themselves. That enables better332
sharing of information among all its members. As a result, there is value creation involving all service participants.333

17 b) Inter-Case Analysis and Discussion of Results334

The use of the PCN Diagram revealed that the services have different characteristics regarding the positioning335
of the process steps in the different interaction regions. Each service configuration in the PCN Diagram enabled336
the identification of the strategy related to the configuration of the supply chain and the model of value creation.337
Table 5 presents a comparative summary of the services concerning these aspects.338
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18 Models of value proposition339

Value creation340

19 ?341

Activities are positioned in the regions of the provider process domain.342

20 ?343

Passive role of the customer as the receiver of the service.344

21 ?345

Interaction and communication only at the end of the process.346

22 ?347

Information and knowledge are not shared.348
Value Co-Creation349

23 ?350

Activities positioned in the client process domain regions.351

24 ?352

The active role of the customer during the service.353

25 ?354

Frequent interactions and communication.355

26 ?356

Information is shared.357
Source: Developed by the authors based on study data.358

27 Level of customer participation359

Considering the principles of the PCN diagram and the ideas proposed by the authors Arlbjørn et al (2011)360
regarding the strategies for the service supply chain, it was verified that the ”Eye Alive BH” service adopts the361
strategy called Cost-efficiency. This service mainly seeks economies of scale (Principle 2 of the PCN Diagram). It362
uses standardized processes and offers the service in a alike way. On the other hand, the Protected Neighbourhood363
Network adopts the strategy called Service-efficiency. It uses customized service processes and offers the service364
in a various way (Principle 3 of the PCN diagram -customization).365

Finally, should be noted that the ”Eye Alive BH” service reflects the police’s performance in the traditional366
model of policing. A service based on control, coordination, and predictability in the accomplishment of activities.367
That reinforces the homogeneity of the service provided and the standardization of activities. However, the368
Protected Neighbourhood Network service reflects the community policing model. Service with less predictable369
activities and working with a greater autonomy of the police units. Therefore, the services are more heterogeneous370
and carried out by the client’s needs. All considerations are consistent with the principles set out in the PCN371
diagram and the strategy of the service supply chain highlighted for each case.372

V.373

28 Conclusion374

This study aimed to reveal the alignment between the Value Proposition Model (Corporate Strategy) and the375
Supply Chain Strategy (functional strategy) adopted by the services analyzed with the aid of the PCN Diagram.376

The results showed that each service has adopted a different value proposition strategy and that each value377
supply model demands a specific strategy for the supply chain. Therefore, the study confirms the need for378
alignment between the strategy of the value proposition and the strategy for the supply chain in the cases379
analyzed.380

The ”Eye Alive BH” service adopted the value creation model and presented the cost-efficiency supply chain381
strategy. This service does not depend on customer participation and aims to deliver a ”closed package” of services382
to all customers (uniform services). Besides, the current activities are positioned in the provider’s process domain383
area and the independent processing region. This positioning of the activities favours the achievement of a greater384
predictability in the execution of the tasks. Thus, The process is characterized by the renowned standardization385
of services and the control of activities by the provider.386
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28 CONCLUSION

The Protected Neighbourhood Network adopted the value co-creation model and the serviceefficiency supply387
chain strategy. This service depends on the participation of the customer and seeks to deliver a customized388
service (different services). Its activities focused on the area of the process of the customer’s domain and the389
independent processing region. This positioning of the activities reinforces the low predictability in the execution390
of the tasks and the little control of the provider on the accomplishment of the service.391

Concluding, this study indicates that the Military Police of Minas Gerais adopts different strategies in its392
service supply chain to support the diversification of its strategies of the value proposition to its customers393
(citizens). Moreover, the PCN Diagram showed to be a tool with a large potential for the explanation of this394
alignment.395

Due to the number of cases studied and the fact that the services were chosen deliberately, the study does not396
allow the generalization of the results found.397

Although the focus of the work is in the alignment of the strategies of value propositions with the strategy398
of the service supply chain, it is recognized that there are several challenges to be overcome in the use of these399
approaches in the context of Public Administration that were not addressed in this text.400

Finally, aiming at the continuity of the discussion and considering the relevance of this topic to the service401
and operations marketing area, it is suggested that future research seeks to approach other value propositions402
models to understand the functional strategy adopted by the supply chain for these services. 1 2 3

Figure 1:
403

1Multiple methods of data collection (interviews, field observation, and document
2© 2017 Global Journals Inc. (US)
3© 2017 Global Journals Inc. (US) 1
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Figure 2: Fig. 2 :

Figure 3:
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Figure 4:
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Figure 5: Fig. 3 :

Figure 6:
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1

Characteristics Value Creation Value Co-Creation
Customer Role Passive (service

receiver)
Active (information provider /
value creator).
Partici

service Provides information.
Service production Company-centric. Customer-centric.
Communicative inter-
action

Informational. Nonex-
istent.

Discussion with customers. Dia-
logic.

Interaction with cus-
tomers.

Nonexistent. Regularly.

Transparency Not transparent. Transparent.
Knowledge Not Shared. Shared and applied.

Figure 7: Table 1 :

2

Principles Enunciate
efficient.
Principle 2: Economies
of Scale

Figure 8: Table 2 :

3

Step

Figure 9: Table 3 :
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5

Eye Alive BH Protected Neighbourhood Network
Low High
? Passive role -

receiver of the
service.

? Active role -provides information and

service.
? Provides information before, during and

after the service is performed. Participates
in the planning and execution of the
service.

Principle 2 -Economics of Scale and Principle 3 -Customization and Principle 4
Surrogate Positioning

The
Princi-
ples of
the

Principle 4 -Surrogate Positioning

PCN
Dia-
gram as
drivers

? Process steps posi-
tioned in the

? Process stepspositioned
in

the

of the
service
design

independent
processing regions
and

independent processing and surrogate

placed in the surro-
gate region of

region.

interaction.

Figure 10: Table 5 :
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