
 

 

 
 

 

 

 

  

 

March Tour 

Another busy month for us 

here at QRB during March.  

Starting with a visit to Belfast 

for a service delivery course 

followed by an ITIL4 

presentation.  Off then to 

Dublin, Portsmouth and 

Vilnius racking up around 

3300 miles.  

 

  

Community starting to recognise its importance in modern day service 

management 

Next Events 

8th Apr – PRINCE2 

Foundation and 

Practitioner in Bristol. 

15th Apr – ITIL4 in Dublin. 

23rd Apr – ITIL4 in Ireland 

29th Apr – PRINCE2 

Foundation and 

Practitioner in Dublin 

6th May – ITIL4 Foundation in 

Ireland 

15th May – ITIL4 Foundation 

in Ireland 

20th May – PRINCE2 

Foundation and Practitioner 

in Dublin 

For details please contact 

bookings@qrbmc.com 
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Current trends  

ITIL4 continues to generate 

interest with the early 

courses now scheduled and 

the community starting to 

recognise its importance in 

modern day service 

management. 

PRINCE2 continues its 

popularity with more 

demand coming in.              

Also Agile project 

management for us has 

seen a increase in popularity 

which may be due to a 

knock on effect from ITIL4. 

Are we finally seeing true 

integration happening with 

all these tools?   
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Importance of Value  
Where do we begin?  

Senior consultant Russell Parker looks at value and why it 

starts in an unexpected place 

 

Booking a flight 

When was the last time you 

booked a flight? 

We do it all the time here at 

QRB as some of our clients 

are some distance away 

from our base.  We have our 

favoured airlines and we 

start on their website as we 

can book the flight tickets, 

check-in and book hire cars 

directly from the airline. 

So the airline delivers it all 

Well that’s who I booked my 

ticket with!   

On a recent trip I was talking 

with a fellow passenger who 

was complaining incessantly 

about the bad service from 

the airline.  For example, the 

cost of the car parking in 

the drop off point, queues 

at the security scanning and 

let’s not go anywhere near 

the service at the bar in the 

departures lounge. 

It did make me think! 

Customer experience 

Ever since I started training 

service management over 

10 years ago the emphasis 

has always been on how the 

customer defines the value 

of our service.  

My new friend though was 

having a bad experience 

that had nothing to do with 

the airline but was having a 

detrimental effect on the 

value of the service he was 

experiencing. 

This is because as a 

customer we experience a 

chain of events when we 

use a service that is not 

always coming from one 

source.  When we look at 

value then of our service it 

may be we have to look at 

a bigger picture to find the 

true customer value. 

Service value chain 

When we look at the value 

of our services then we must 

see the whole customer 

experience.   

For us at QRB it’s the 

venue we select that gives 

the first impression. 

We use facilities that we 

do not own so its 

important to us that the 

venue gives good quality 

of service that is in line 

with our own service 

principles. 

We should take care to 

ensure that any part of our 

value chains, delivering 

our service, is giving value 

to our customers 

Just like airlines are 

responsible for car parks. 

If you want to know more 

about how to look at the 

value you deliver, please 

contact 

enquiries@qrbmc.com for 

more details 

Russell 
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