(O)LEADING PRACTICE SERVICE REFERENCE FRAMEWORK

A reference framework around Service Architecture and Service Modelling

LEAD OBJECTS Service Modelling Architecture on the Strategic Level Strategic Services (Service Planning) SERVICE DECOMPOSITION & COMPOSITION

In the LEAD object modelling principles, a LEAD object refers to a specific, specialized object that is used by the Decomposition & The LEADing Practice Way of Modelling is the approach the LEAD Service eXpert or Service Architect follows in order to define the modelling principles Definition Service Owner Tier Provider # Service Provider LEAD Meta Model Service Consumer Consumer # Service Decomposition is the process by which the service objects are broken down into  their application the use of one or more application services, which consist of application ~ One or more business roles call or deliver input to the application’s tasks, services, and
Composition principles within the LEADing Practice Frameworks, LEADing Practice Methods and LEADing Practice Approaches. In to make an objective assessment of the possible. It also provides a uniform and formal description of the model objects and artifacts within one or more Strategic Services refers to business functions and tasks that deliver services around: TIER 5 simpler forms of objects. For example, Business Services are categorized within service  tasks and application functions. functions. Within the tasks, services and functions of applications business, information
terms pf the LEAD Wax of Working using the LEAD obijects, the classification of any of the LEAD objects is categorized in the different types of models by using decomposmop and composition modelling techrllques within t.heudllfferer):c layers (e.g. b95|n5>ss, gppllcatloq and tech- ¢ Strategy Interpretation Strategy & Planning Tier 5 1 Strategy (S) Goal Strategy (S) 1 areas an service groups, then decgmposgd into service types (main, management or . o ' . and/or data objects are being used.
following 17 areas/subjects and entities: nology). A LEAD Service eXpert and Service Architect has to be able to translate the “Way of Working” into a “Way of Modelling”, which mostly include: ¢ Strategic Direction Strateg Strategic Services Plan (S) 2 supporting) and service tiers (strategic, tactical or operational), and then composed back  The business sets the purpose for the application and sets the requirements to which the
® Requirement & Goal ® Business Competency ® Rules ® Process LEAD TEMPLATES (MAPS, MATRICES & MODELS) ® Expressiveness e Arbitrariness e Suitability e Comprehensibility e Coherence ® Completeness e Business Goals y Forecast (S) 3 together into Service Constructs in order to setup and deliver the functionality of each  application has to adhere to. An application has an appointed owner of the business and  Application tasks, services and functions use, modify, delete and/or produce data.
e Services e Object e Owner e Roles P - > — — * Efficiency e Effectiveness « Business Objectives (Goal) Value Management (S) 4 individual service. rules are set up to govern the application. Any application task, service or function may  Usually the application will be delivered through a channel and application tasks,
e Flow * Measurement e Application ¢ Data 5 |8 - E‘G £ s o > 2|z |8 - Budget (S) 5 be subject to measurement. Application tasks, services or functions are sometimes services and functions may interact via different media. Application tasks, services and
® Platform ® Infrastructure * Media e Compliance < g 3| - g ar 2a S & g F s | _ % = 'GE’ LEADING PRACTICE MODELS Strategic Service Aspects Policy (T) 11 This simple seryice dgcompositign example shows the reIevancg of decomposing the required to .be compliant. Several busir?e.s's competen'cies use applications to fa'cilit'ate fun.ctions are hosted by platforms and the execution of the application service is enabled
e Channel g |5 z & g 9;, = E g—% T == E R ’..;: = g 3 ERRS % & - g 3 @ Tier 5 (Strategic Services) is the service tier where the goals and objectives of the organization are developed. This tier Communication (T) 15 wanted modelling objects the. right way. However, once an object is decomposgd it the automation of one ormore ofthg agtm:ues or steps in their proce§ses.The application by infrastructure.
. o o |8 g 2@ @ § gsiSsl 2| | o s | _ 5 -% S13|.1|¢ g =% & |5 5 g g |28 |& 2 A LEADing Practice Model is a representation that graphically shows the relationship and the interconnection of specific composed objects and complies sets the direction for the rest of the tiers. The nature of strategic envisioning, strategic direction, business planning and needs to be connected to the right areas. For example, a business normally needs within ~ flow determines the flow of an application’s tasks, services and functions.
The purpose of LEAD ijegt modelling is to: . 4 E"‘ 8|2 § g E |2£|88 % § % ‘g e P 5 Eo gl 2| e |3 ‘é B T % a | 8| 2| E|E|E |2 with a specific set of rules for what the graphical components mean and how they are connect. The key ideal of a model is that it is a graphical representa- multi-criteria decision making makes the services more diversified from the rest of the Tiered Service Operating : . 2 Plan (S) Objective Plan (S) 2
® Decompose the objects into the smallest parts that can, should and needs to be modelled, and then compose the objects g k5 gl 3 g8 50/ 2 [Bglsg| ¢ 5 s | S|e|Elsg| 8|2 |2|5|% § s | ¢ Ea E E| s |23 -,‘;': -3‘;: \3‘;‘; 8 & tion, an illustration, of a composition of information intended to represent an aspect of an enterprise e.g. business, application and/or technology, using a Model. : PIannlng Forecast (S) 3) S C co OSITION & CO OSITIO o
(] . . . . . 0 (2] = - = < b ) ) ) = e o 0 o 0 o . . . -
entities before bqlldlng them (throug.h mapping, S|mu|at|qn and sceqarlos). . . _ 52| | &5 | & a2 & [=2|@da|c |S|O0|E|&|6[620 |2 |2 |0 |=|& |a|&|<%<|S|a|a|a|z |z |z |E= specific set of rules, which express a logic or grammar. Based on already acquired information from either a map or a matrix (or both), a model is usually : (Objective) Budget (S) 5 ERVICE DE MPOSITION MPOSITION MODEL
° Vf_“?"ze apd c)larn‘y object relationships with the LEAD artifacts by using maps, matrices and models (alternative representation Service Construct (setup and delivery) 23| 3 2 2|2 1|3 123] 1 1 1 1 crafted to enable complex information to be communicated more easily to stakeholders, management and leadership within their domain through the use Delivery Channel Policy (T) 11
of information). : ol . i . T :
« Red 4 h loxi . Ty . 12 12 (123123 23] 23 2 2 23 | 23| 23 23 123 of a more detailed, graphical illustration and/or depiction. ChanneI.Serwces within tier 5 . . : Mea§u.reme.nts T 13
educe and/or enhance complexity overview. o 1. Medium level of automation and click enablement (e.g. business forecasts, budgets, value managment reports, : Administration (T) 14
e Communicate with customers. v ervice Group 1,2 2 1,2 11,2,3(1,2,3 23|23 2 2 2312323 2,3 2,3 11,23 o . : ary
e Sorvi 5 12 123 > 15 >3 23 123 1 > T2 > 5 @) monitoring and evaluation). : Communication (T) 15
. ] . S . . ] o = usiness service ol B ’ e : ’ m 2. No call center interaction. . Operational Planning (O) 20 Business Area
As for the LEAD Way of Modelling with the LEAD objects, the purpose is to identify the three main properties characterizing the —| Service Type (main, management, support) 2,3 2 (12 @ O 3. No consult interaction. : . Business Group
LEAD object modelling principles: 8 Service Flow (including input/output) 23 2 123 23| 12 12 12 5 SERVICE DEFINITION & LAYERS MODEL E Forecastlng 5 . s Obiect oo (S , :uussi:]neessssg:::lt)l”oi?y ST
[T R Rnf g g g . . . H . H orecas eclive an iai
1) Identity: the decomposed area of the LEAD object that distinguishes it from other areas of the objects. P8l Scivice Tier (strategic, tactical, operational) 23 5 5 23 | 23| 12 < Operating & Service Automation Aspects : (Objectlve) (S) ) (S) S Vision
2) State: describes the purpose of the composed object = NN EEEE R EEEEEEEEEEE s EEEEEEEEEEEEEEEEEEEEEEEEE - . . . . . Sl e . . H Forecast (S) 3 ; . Mission
3 RUTP P CEl T Obicct (business, information 12 12 121123] 2 23] 2 : % (0 ¢ |T Service Implementation Strategy: Vanilla (best practice) with own practice with identification of reporting, : 0 I o Y /R (P Core Differentiating Competency ...
. . . . . ject ( 1 ) / 2,3 , 23| 23 3 3 H . Budget (S) 5 - " . Goal
3) Behaviour: describes how the decomposed or composed object can be used as well as how it can be used with other LEAD = Service M = (SLAS 5 231230123 >3 > T23 : : - monitoring, evaluation and audit needs : Measurements (T) 13 Rl Competitive CompotSig Business Strategy
& ol ; ervice Measurements , 2,311,2, , , i . e ’ L .. . . : Non-Core Competenc g
object's as well as the decomposed or composed areas of the other LEAD object. 9,: Service Owner > 12 12311230 23 23123 1230121121 23 2 231 2 : Service to Layer N+1 v e Service Reporting: Scorecards and dashboards to enable multi-criteria decision making and reporting. Business Object Cost pelensd Objective
_ . . _ ) _ w - e B B I : : : Defined by needed task e Service Level Agreements: All KPI's are linked at this level to the Critical Success Factors and Strategic Business Information Object Revenue gl formance Indiceteg
The LEAD objects and BITE (Business Innovation & Transformation Enablement) objects are common, and therefore the objects can Service Roles 1.2 12,3 2 1.2 23 2 1,2 1 1 : y Objectives of the organization : 4 Value Management (S) Measure Strategy (S) 1 Data Object n R{e/q:.urel?ent .
. . H : . . . ervice vValue £xpectation
be used for: _ o . _ _ Service Rules 1.2 12,3 23] 2 | 2 2 |12 1 2 ¢ Value Management: Performance Governance and Value Governance is done at this level. : > Budget Plan (S) 2 Service Value Driver
1) LEAD modelling principles, and thereby architectural and layered architectural modelling Service Channel 12 2 123] 23 1.2 ¢ Risk Management: Low to medium, based on the level of expertise and controlling and measuring nature of the : . . Forcast (S) 3 . Service Performance Expectation /..
2) BITE modelling, and thereby innovation (renewal, novelty, modernization and advancement) as well as transformation 1=Map 2=Matrix 3 =Model tier. P (ObJeCtWe) Budget (S) 5 - Service Performance Driver RN
(alteration, change, optimization, rgnovation and rpa.k.eove.r). This allows for the possibility of i.nterlinking bgtyveen the BITE and e Service Drivers: Human-based control need through Service Performance and Value Drivers. II\?/Ieportlng (T) . 9 Service Value Proposition
LEAD frameworks, as well as allowing for the possibility to innovate and transform using architectural disciplines, and vice versa. T . « BPM need: Service Monitoring, Evalution & Audit Efficiency & Effectiveness. Per?sﬁr;err?entlfll( n) ent (T :Ilg e ness Proce
Service Definition Layer N : service Flow * OCM need: Low to medium, due to the controlling nature of the services. erfenmance Management (T} @X0) Process Step
Decompose capability, Capabilities, resources, task, : : v o Process Activity
. J resource, task, business business information and data Within the | : : > 5 Budget (S) Objective Plan (S) 2 B ucture SonS 5 Events
L y information and data objects objects ithin the fayer : : > Value Management COIEEEEL (S . What king of op e . : What ts o pree o ManagGeitnivr:?)Fl’Srocess
: : L Budget (S) 5 at kind of objects are use : at is the purpose and goa
. ' DU, 00 .- e ) A
"""""""""""""""""""""""""""""""" : L Measure : by the service? ' of the service? Main Process
( h .’ ( ) Reportmg (T) 9 Supporting Process
: Measurements (T) 13 Business, Information and Data Object ; Business Object
THE WAY OF THINKING | WAY OF THINKING: STRATEGIC ASPECT TASKS || BUSINESS SERVICE MAPS \ : gdm'";§tfat;<g‘l ©) - ;g \ 4 TEMPLATES ; TEMPLATES p
perational Flanning Object Map Strategy Map
. ) L . Y, ) ) : . : : Object Matri O Strategy Matri .
The LEADing Practice Way of Thinking, the so-called “welt anschauung”, is the essential starting point that creates the guiding F : . : . o J- 4 S oy .
o g . B o2 ocus Area : Service to Layer N-1 : . . . . . . . . . . : . . P bject Model trategy Model . P
principles. Providing a structural concept around strategic definitions e.g. wants, needs, direction, issues and problems. The way of « Identify service requirements . ; y Tier 4: Tactical Services Service Modelling Architecture on the Tactical Level Tactical Services (Service Planning) ;
thinking postulates about what ought to be, with an abstraction level, which can analyze, appraise, approximate, assess and capture o s d k | Forces & Drivers Map : : : BUSINESS COMPETENCY
an objects and or artifacts idea, design, plan, scheme and structure in order to understand the underlying thought, view, vision as Focus on service issues and weaknesses cluster What specifction: Wherespeccation: : Defined by needed task : . . - - . Which business competency Business Owner
I J 5 hil hl d% Il'p ‘ ! ying gnht, : * Develop service standards Service Map ——— S ——— — : : Definition Strategic Oversight & Governance Tier 4 6 Strategic Advice (T) Function Plan (S) 2 e uses this service? W Process Owner
well as perspec |Ve, iloso an elieft. . . . . xternal Driver/Forces For Change Internal Driver/Forces For Change nterprise, Business Area, Service Area, etc. . e netaneetanetanetanetanetanneracetaneeaneranerannrn K ; ) ) ) ) ) . . P s" “0 \‘ -
persp p phy : (E:nSure service integration (across business areas) . s —— P L Tactical Services refers to business functions and tasks that deliver service: TIER 4 Expertise Services SOIEEEEL () g ) Business and Information Object . S\(/e;ﬁ(;eo(\)/vﬁr;?r
e Continuous service improvement ervics Area Servics Channel  StakehokderInvoved | Service Oer e [ J . . . Value Management (S 4 , . . N
LEADING PRACTICE MAPS P . v :édwcert& Direction Governance ‘4 Budget (S) g (S) . - TEMPLATES . O . Performance Owner
) ; " uppo - atform Device Competency Map R Information Owner
A LEAD Map is an accurate list and representation of the decomposed and/or composed LEAD Objects. A LEAD Map is often in the * Capture service purpose and goals p ; e Control ( ontro ) What kind of infrastructure enables Gompetency Modal Which kind of service is Data Owner
i i i ildi i i i . . . . " J the service execution? involved in the process?
form of a list that can bg in a simple row as well as a catalog, gnd has.the purpose of building an inventory or index list of the * Align business service to business strategy : . e Governance 7 Strategic Guidance & Compliance (T) Control Issue Management (O) 19 . : PLATFORM : : : . : ~ OWNER ) Infz:gzgr::lg@‘z;er
objects that are to be either decomposed and/or composed in the different LEAD Layers (business, application and technology). e Define service Innovation and transformation : . « Oversight Evaluation and/or Audit (O) 24 X Which plat;‘;)rm is qseg to enable Information and Data Object Business, Information and Data Object Who is the QLIS of the . S
: * o Audit Operational Advice and/or Guidance (O) 27 © SevEes TEMPLATES TEMPLATES Serviees Compliance Owner
LEADING PRACTICE FRAMEWORKS * # Operational Guidance & Compliance (O) 28 Information and Data Object Infrastructure Map Process Map Information Object
“ ’ Tactical Service Aspects TEMPLATES aractructure Metep fafocese Matiy TEMPLATES
. . . . . . . . . * ; Infrastructure Model Process Model . Y
The purpose of an enterprise architecture framework is to define how to organize and structure the viewpoints and objects associ- : : Tier 4 (Tactical Services) is the service tier where both strategic advice is given to tier 5 as well as operational advice to 8 Monitoring (T) Control Reporting (T) 9 P'ét‘]}fo"m Map (?W“e"sr_"p Map |
ated with an enterprise. An architecture framework serves as guiding principles to establish a common practice for creating, inter- : ; Tier 1,2 and 3. Tier 4 is also responsible for policy interpretation, policy guildelines, procedures and service standards Evaluation and/or Audit (T) 10 H ﬁ::ﬁg:z ngg Om:zmz m(a)g('; |
preting, analyzing and using architecture descriptions within a particular domain and/or layers of an enterprise or an organization. - ; as well as monitoring, evaluations, audits and reporting. Policy (T) 11 : .
A frqmework is a theory bgsed on a set of principles linked together to serve as a guidelir.\e with refergnce documentation.. LEAD ’ ; Performance Management (T) 16 Q'O SERVICE 0@
version 3.0 currently consists of 10 frameworks, 6 methods and 4 approaches that are all integrated with each other and with . . . . _ . : Execution of these tactical services requires control, governance and advisory capabilities. The nature of strategic Risk Management (T) 17 DECOMPOSITION
supporting maps, matrices and models. The LEADing Practice frameworks consists of the following: " Business Competency Business Service Flow Business Competency ; advice given to tier 5 makes the services more diversified, while the operational advice given to Tier 1, 2 and 3 makes Policies Guidelines Standards ) . Service Construct, Service Area, Service Group, |
* Business Model/Competency Reference Framework ® Process Reference Framework " ; them more coordinated, unified and replicated (depending on tier). > Media As Communication : MEDIA Business Service, Service Type, Service Flow, SERVICE FLOW : Business Workflow
. : ! : i i Media Store, Advertising Media, ! With which media does th Service Tier, Object (business & information) Which service precedes :
¢ Value Reference Framework e Service Reference Framework 2 : . (Funchon) (Contro|) (Contro|) 9 Reporting (T) Function Plan (S) _ 2 . . : ith which media does the \ : : tion), P ' Value Flow
. N i Business Broadcast Media/Electronic : T f 2 S M ts. S 0 S Rol 2 : ;
louel Pt k f f k 14 . Evaluation and/or Audit (T) 10 : service interact? ervice Measurements, Service Owner, Service Roles and follows? Reporting Flow
¢ Cloud Reference Framewor ¢ Information Reference Framewor |-IZJ w " Service Delivery Channel A c ication (T 15 Communication Networks, Digital Media, : Eerice Rules. Service Chantel ' Service Fl
* Application Reference Framework * Data Reference Framework o : : Channel Services within tier 4: PorTmumca I(IJ\;I] (T) ‘(M 1 Electronic Media, Hypermedia, Mass Business, Information and Data Object ’ Business, Information and Data Object : Infoerz:;?on Ig\llgw
; . . . ) L . erformance Managemen - imedia. Pri 71 | eRELELELELCELELEEELLELELELE SN aaeeeaeenm =tlad T | b T S| ELELELELEELE R RRRELELELEEEEEELED
¢ Platform Reference Framework ¢ |nfrastructure Reference Framework . J J a - Busi p Inf tion El Busi p : 1. High level of automation and click enablement (e.g. reporting, monitoring and evaluation). Risk Management (gl') 17 gzg&%m;lkﬁrg?:’szggmﬁ;; ' TEMPLATES TEMPLATES TEMPLATES : Process Workflow
HSINESS FTOCESS niormation FoW HSINESS FIOCESS ; 2. Lower level of call center interaction (e.g. expertise tactical and support). ' : Media Map Forces & Drivers, Requirement, Stakeholder, Flow Map Application Workflow
They LEADiIng Practice frameworks has proven to help companies with some of the most common and complex advanced model- : 3. Medium level of consult interaction (e.g. in-person, via phone, video conference for tactical requests and Media Used In Computer Media Matrix Performance, Measurement & Reporting, Business Flow Matrix - gata Flow
ling principles, dilemmas and challenges that companies has to confront today. This includes, but is not limited to: LEADING PRACTICE FRAMEWORKS support). 10 Evaluation and/or Audit (T) Control Performance Management (T) 16 Computing Media/Data Storage ' R e oe Competency/Business Model, Revenue, Cost, Flow Model Sonanos
e Link to strategy. Risk Management (T) 17 Devices, Application Operating, Information, Role, Owner, Object,
. . . Workflow, Rule, Channel, Media, Service
* Mapping of Business Model domains. : i i i Software e ’ : ;
e Ca ptE regService Model VALUE REFERENCE FRAMEWORK: Driver, Goal, Objective, Performance Indicator, Value & Performance Expectation, Value & Performance Driver, Value Proposition Operatlng & Service AUto,matlon ASp('ECtS . . . . L. . . . . ) App. Service, App. Rules, Data .
p : o Automated Process Services o|T Serwge Implemerﬁahon Stratggy. Vanilla (Best Practice) with own practice with identification of reporting, 11 Policy (T) Function Strategy (S) 1 ] @) Service, Platform Service, ;
* Map and mOdel processes and activities. . BUSINESS MODEL/COMPETENCY REFERENCE FRAMEWORK: Business Area, Business Group, Business Function, Business Capability, Business Resource, Core Differentiating Competency, Core Competitive Competency, Non-Core Competency, Cost, Revenue = monitoring, evaluation and audit needs. v v (includes policies, rules, principles, Plan (S) 2 : Al " Infrastructure Service : : :
* Identification of value and performance drivers. : < * Service Reporting: Scorecards and dashboards to enable multi-criteria decision making and reporting. frameworks) Strategic Advice (T) 6 | Which data are used, ”Z)Od’f’ed Which business rofeS7W°rks with ;
L Captureﬂthe mdany ﬁiverse and diﬁeftient workflows such as e.g. business workflows, service workflows, process flows, app|ication SERVICE REFERENCE FRAMEWORK: Service Construct, Service Delivery, Main Service, Supporting Service, Service Provider, Service Consumer, Service Tiers U e Service Level Agreements: All KPI's are linked at this level to the Critical Success Factors and Strategic Business [ Evaluation and/OI' Audit Procedures Strategic Guidance & Compliance (T) 7 | and/or produced? CHANNEL SERVICE RULES the service?
system flows, data flows, reportin ows, etc. — i | ization. Inf ti d Data Object Which channel is being used to Which rules govern the Inf tion Object
l\% del val d of P 9 . d . d . INFORMATION REFERENCE FRAMEWORK: Information Service, Information Security, Information Integration, Information Standardization % ( : I— ObJeCtlves of the organization . . (Control) (Control) Procedures (T) 12 nformation and —ata hiee Gl e servige? Ser-vige? riormaton oiee
* Model value and performance aspects, recognize and categorize measurements and reporting. = : §) ¢ VValue Management: Performance as well as Value Governance is done at this level. Measurements (T) 13 TEMPLATES : : TEMPLATES
* All aspects of information architecture in terms of information object modelling, information measurements and reporting, etc. CLOUD REFERENCE FRAMEWORK: Cloud Goal, Cloud Service, Cloud Security, Cloud Integration, Cloud Standardization <uw ; < ¢ Risk Management: Low to medium, based on the level of tactical and controlling and measuring nature of this tier. Communication (T) 15 Data Map Business, Information and Data Object Information and Data Object Roles Map
o All aspects of app|ication mode”ing and app|ication architecture in terms of app|ication components, modules, fUnCtionS, taSkS, 9 : : I_ e Service Drivers: Human-based control need through Service Performance and Value Drivers. Performance Management (T) 16 Data Matrix TEMPLATES TEMPLATES Roles Matrix
services, flows, events, measurements and reporting as well as application standardization and integration. PROCESS REFERENCE FRAMEWORK: Business Process, Process Step, Process Activity, Management Process, Main Process, Supporting Process : i} L J ; ¢ BPM need: Service Monitoring, Evalution & Audit Efﬁciency & Effectiveness. Risk Management (T) 17 Data Model Ehannel Mo Rules Map Roles Model
* Analyze and develop your maturity levels and all aspects of data modelling and data architecture in terms of data components, & * OCM need: Low to medium, due to the controlling nature of the services. Data Component Channel Matrix What kmﬁf,';:;,,ig% enables Rules Matrix Business Role
_cli_at.?1 enltltles,tdatj szrylctgs, datz f.lotws, r:gastjremlgnt:, angI cJIcata ll’et;?ortlng ZS'Wf” is dfta P;armonlzatlon and consolidation. p S y S i 12 Procedures (T) Control Administration (T) 14 DD?taSEntity Channel Model and automatas the service? Rules Model Apr?cetss Rgel
® Technology standardization and integration (application, data, platform and infrastructure). ; ; P ata Service . pplication Role
o costsgy < PP P 1T Service (m%lu?es procetgu;ej, standards, IC:)iorr?munlcatlc:\;; (T) T 1 g Business, Information and Data Object
: . . : guiaelines, methods errormance ivianagemen N ‘ N K
¢ Introduction of new solutions (BPM, SOA, Cloud, etc.). PLATFORM REFERENCE FRAMEWORK: Platform Service ; Process Management (O) 21 N TEMPLATES o
® Business Innovation & Transformation Enablement (BITE). : e Application Map e
usless lnneveiion & iensioneion Ensislament (ETE) INFRASTRUCTURE REFERENCE FRAMEWORK: Infrastructure Service : (9) Application Matrix @)©)
L ) v 13 Measurements (T) Measure Monitoring (T) 8 e i Application Model o .,
. ) N Performance Management Evaluation and/or Audit (T) 10 . R  SERVICE MEASUREMENT SERVICE COMPLIANCE g §
™ Platform Services Performance Management (T) 16 How is the service Which service needs to be
( A Ox (Measu re) Risk Management (T) 17 measured? . compliant?
| : : . . ,
o) E Business and Information Object Information and Data Object
THE WAY o F Wo RKING BUSINESS SERVICE MATRIC < Service Planning Management 14 Administration (T) Function Plan (S) 2 Business Perspective TEMPLATES TEMPLATES
Service Channel ; Business Rule
oo _ O MeasurementMap £~ . | Compliance Map )
i i o L ) i i i i < = : L , ChelgelEEL iy Measurement Matrix /7Tt e Compliance Matrix Service Rule
The LEADing Practice Way of Working is crltlca! discipline of transtlatl.ng b.oth strategic planning and effectlye execution. Structure s Tasks & Services Infrastructure Services i 15 Communication (T) Function N/A N/A o Porsooct Measurement Model : Eompliance Model APr<;ce?s Rll_\l’lel
the arrangement of effort and work, by translating the “Way of Thinking” into a structural approach of working. a « Identify and define service flow (service provider and service ; Communisc]:)a,tion Crt:annel : p%lgglcérlljleu e
. . o . - . . . consumer) 16 Performance Management (T Measure Plan (S 2 Digital Image/Screen Channel : Platform Rule
The Way of Working organizes, classifies, aligns, arranges, quantifies, recommends and selects objects and or artifacts in the g « Service construct and delivery Service Matrix g ) Value( I\zanagement S) . B g Chae ' 5 ‘ B ot o A
systemized and categorized way they need to be de-composed or composed together. e « Identify and define service level agreements (SLA's) and service Stakeholder Matrix Monitoring (T) 8 Bé%ﬁf?;“ﬂﬂﬂ?:nhnﬂh"f : Security Rule
uJ measurem entS o arvico Grou — Manager lnvolved  RolalResourca Involved _ . : Reportlng (T) 9 & p
LEADING PRACTICE MATRICES O « Benchmark service maturity —— ; D v Evaluation and/or Audit (T) 10 /- crtca Success Factor > Low ,
o _ . ) N > ¢ |dentify and define service media, channel and tiers oot et . [ M itori N\ Mea§u.reme.nts (T) 13 - usmessBu:inc;reraI\(n;?sn icator Gu%:lliizs .
A L!EAD Matrix is a representation t.hat ac.curatelly shows t.he relationship betwe.en specnclg degomposed and composed LEAD o * Identify and define service enablement needs et : - T\ onitoring Administration (T) 14 Frice Level Agreemat Standards
Obijects. The core idea of a matrix is that it typically consists of aspects of one idea each in a list of row, another idea as a set of L ¢ Identify and define service map and service flow e el I L (CO”thl) M\ M Process Management (O) 21 Process Performance Indicator Regulations
columns and a third as the cross product between the rows and columns. This allows the LEAD Matrix to relate the unfamiliar to the W oo L L ) System Measures Governance
ili i i i iti i e oo ' q Value Measurement Controls
familiar objects in the dlfferen.t layers (composmqn) usually thrgugh the form of a diagram, a table or a chart (e.g. rows and e - N 17 Risk Management (T) Control Value Management (S) 4 e P eation Compar e Manooo
columns), thereby outlining direct connection points and showing a common pattern of the LEAD Objects. e : Reporting (T) 9 . g ;
e p g Service Measurement Application Module Audit
:{-_-::::mm:“ - : SERVICE ARCHITECTURE MODEL Scorecards Application Feature Evaluation
LEADING PRACTICE METHODS g — c o - 0 - c c . c c c c c c Dashboards Application Function Security
e s e oo o Standardization & Integration of Business Services Across Tiers Service Modelling Architecture on the Operational Level Operational Services (Service Delivery) Cockpits  Appliction Task Monitoring
L : . . . . . L AL 2 e 2 = < ication Service
The Way of Working is where one defines the best suitable method that will help the practitioner to ensure integrity, accuracy and ) . Value Management Performance Management SAP Solution Composer & SAP Soluti g B
. . . o . . o ey How, specifcation i terms of manner 0 GOAL CHAIN PAIN CHAIN . . . P . . . .
completeness of each particular task. The LEADing Practice methods are therefore a series of phases with a collection of activities . . Companies make two important choices in the design of their Tiered Service Operating Model: Service Delivery Management Tier 3 18 Administration (O) Function Operational Planning (O) 20
that the user of the methods needs to follow and undertake in order to reach a specific goal. There can be multiple methods e — Pain Points 1) How standardized their business services should be across the tiers. TIER 3 TIER 2 TIER 1 Unique Services
: e _— , Clustor ; X ) - :
applied to one Way of Thinking. e —— s created by Sorvice lssues 2) How integrated their business services should be across those tiers. r - N ( - ) ( ) ) Tier 2 19 Issue Management (O) Function Evaluation and/or Audit (T) 10
. . L o " . . . Y _ Business Role Business Role Business Role Jer 2 . Monitoring (O) 22
A LEADing Practice method structures jche practitioner’s way of working within a specific area with supporting techniques, tools, Performance Drivers [\ A Tiered Service Operating Model breaks the “tiered service machinery” down to its logical and natural operating Act Act Act Complex Services Reporting (O) 23 — Busi L c ¢ - Apolication L c ¢ - Technol L c ¢ -D ition C ¢ _C ition C ¢
principles, rules, procedures and practices. Value Drivers components and deploys the appropriate business strategy, business architecture and service flow analysis, and L ( C Or) ) \ ( C OI’) ) ‘ ( C OI") ] ' ol en (0) %6 = Business Layer Componen = Application Layer Componen = Technology Layer Componen = Decomposition Componen = Composition Componen
—— L . thereby service design techniques for each tier in order to deliver better value. Tier1 _
\. VAN J Seiviceiceal :tkyd h o Sewéi:z:ﬁ;::nce @ Businsezz Goal Prig:ct Slmple SeI’VICGS 20 O t_ | PI . 0 Ob t Ad .. t t O 18
L ) restzed against Value Expectations, | T s achloved Tiered Service Example: r N r N r \ perational Planning (O} jective 0 2:2,:_30:]&;:?: d( 'c)e and/or Guidance (O o7 \ /
§ § s \ Wants . . goordination - The nature of uhniqucleI business services require Io:cllv business service standardization but high Business Function Business Function Business Function Plg)ceslsing (O)VI ul ©) 29
—_— " e . usiness service integration, this will ensure a consistent service flow. . . . . .
realizes achieve is covered by ’
Degree of Change: | Degree of Change: | Degree of Change: | [ Fit Gap & Root Cause Analysis (Needs & o setby  Strategic T osap sAP Is part of ¢ Unification - The nature of complex businesses services requires both high business service standardization and L (Unlque SerVICeS) ) L (Complex SGNlCGS) ) L (Slmple SGNlCGS) ) | BUSINESS & IT SERVICE DESIGN ALIGNMENT |
THE WAY OF GOVERNANCE — ) Medum/igh _J = LowMedum _JJ~ | Wants) & Performance & Value Expectations J B Business Objectives | Business Opjectie Service Workflow high business service integration. This would enable the organization to deliver better service consistency and 21 Process Management (O) Function Administration (O) 18
is trackes . . s supporte . . . . . . . . i
oo Lizcoranaty | 0 ieduirtl |5 ey enables an organization to have a higher level of replication and consistent integration. Processing (O) 29 BUSINESS ALIGNMENT IT ALIGNMENT
ANALYZE DESIGN BUILD DEPLOY/IMPLEMENT RUN/MAINTAIN CONTINUOUS IMPROVEMENT o — ¢ Diversification - Th t f strategic busi i isioni trategic direction, busi lanni v A4 v
. . ~ - . . ~ . " i iversification - The nature of strategic business services e.g. visioning, strategic direction, business planning, - \ - - N - - \ -
act of governing what already exists, or is in the process of getting developed/deployed. | | | | | - ----------------- _— =ls o Jemeser makes the ssrvices more dlverstiod Tom e rest of the service Dperating Model, therefore the strategic services Processing Measurement Processing Measurement Processing Measurement Operational Oversight & Governance 22 Monitoring (O) Control Evaluation and/or Audit (T) 10
o . e e e A — Service Measure B Performance ( Tactical }i3 Ty i : . require low business service standardization and low business service integration. . . . . . Perf M t(T 16
SERVICE STRATEGY GENERATION 3 SERVICE CATALOG MANAGEMENT 3 CHANGE MANAGEMENT 3 SERVICE DEPLOYMENT 3 SERVICE DOCUMENT HANDOVER 3 SERVICE REPORTING is set by | indi — 3| is measured by contains Lo . o X X . ) . . Unigue Transactions Measure Complex Transactions Measure Simple Transactions Measure erformance Management (T) e . . . N\
The Way of Service Governance relates to decisions and guidance that define expectations and direction, grant power, or verify and L O o) ) \;) — gz @ W &) é) — b @ “w) &) \;) — b @ ) &) \;J — §§ L @ b) b)) S TR @ &) l)b) \;) Ais equivatent to 4 i * Rep!lcatlfn(—jlndqrd?r tot?ivle a hblgh' level of r?P"Fa:'O”: :_he n1a_';]ure Ofls!mfpll(le EUSIdnes;setr'VIceti reqwhre |h|9hf.bu:mess L ( q ) ) L ( ) ) L ( Y ) ) L ( ) ) L ( Y ) ) L ( ) ) Process Management (O) 21 Business Design IT Design
ensure value creation throughout the Service Lifecycle. It consists of service governance within the entire service lifecycle in terms of SX BX 1A EA a5 SX BX 1A EA 5. SX BX 1A EA 5. BX SX 1A EA 3% SX BX 1A EA SX BX TX IA EA Sorvics s?r‘“lc_‘f? standardization bu ﬁwh usmless ser\l/lcehln egration. ihe goalis 1ull standardization through ¢ ?55' ication, Reporting (O) 23 - -
. . . ) . . . . . . . . o8 =] = 2 2. : . . . q . ) iRl
service analysis, service design, service implementation and run and monitor ones services as well as the continuous service improve- ! £5 I 28 [ g ! g3 ! 52 [ Performance [ Financial ’ ‘ Oerational ’ simplification, automation which would enable the organization to move existing unique and very complex services Evaluation and/or Audit (O) 24 r~ E—
ment discipline. The Way of Service Governance also includes the relationships among the many players in the mentioned phases to SERVICE ANALYSIS & SCOPING g% SERVICE FLANNING & DESIGN j% -'[ Optimize Risk ] e P Lty a e N ig Sl sl g *[ Policy & Rules ] (Tme ) as well as hybrid and complex services to more replicated and thereby simple services. ( ) ( i - ) ( ) ( . ) ) ( ) ( ) ) ) Measurements (O) 25 B
ensure that each phase and task enable the specific value identification, creation and realization in achieving the outlined goals of the ™ O ©» ) y@ gar G) @ o) y@ ég v ;ﬁg ™ @ RN y g5l @ @ o) y E v Processes 7T\ Service Dellvery Processes 7T\ Service Dellvery Processes T\ : Service Dellvery Proced.ures (O). . 26 —— Business IT
Service Lifeycle. SX BX 1A EA 3% SX BX 1A EA %S| | SERVICE ASSET & CONFIGURATION MGT. zs BX SX 1A EA £3 SX BX 1A EA & SERVICE MEASUREMENT L ) > . . > . . . . . Operational Guidance & Compliance(O) 28 S e T C t . C t .
2 I ' 2t Do é @ I ' s Dald @ STANDARDIZATION (Very Complex Tasks) (Client Experience) (Complex Tasks) (Client Experience) (Simple Tasks) (Client Experience) s IR v e ot ompetencies ompetencies
. . . T . . . £ . I —>[ Develop Offerings ] —>[ Design Solution ] g E SX BX IA EA g E —’[ Service Level Support ] % % "[ Monitoring & Action ] o z sX BX TX IA EA b g h g b g h g h g ) g . . . . o —— - L
Service governance involves setting standards and priorities for the various relevant innovation and/or transformation efforts (e.g. | : i3 ; 2% I 4 : 8% : g : 23 Reporting (O) Function Evaluation and/or Audit (T) 10 morcn. [T e | R s
ITIL, COBIT, BPM, etc.). A part of this is identifying service governance leaders and defining service experts within the various projects, » = 2% s 5t ga & TARGETTED SERVICE MODEL Low High v v v Operational Planning (O) 20 e
all to improve the service innovation and transformation strategies. The ultimate goal of both business governance and service & € C?BMAND MANAGEME& 3 S&VICE LEVELMANAGTT :: _'[ verty ] :: SERVEF)VA“DATION&TES%MGT' 3§ POST-ESEMENTATION SER\éAUD” 5 _'[ Value Reference Framework ] ( ) ( ) r N Evallati d/or Audit (O) 24 B ueman s i
| H i Quas® | Qwaeas® ||| 2 Quwae® |- &) 4 i valuation and/or Aud e
: el ; : I - - ER: a - & ! & @ &) @ 3 w 0 e = 7
governance is to control and support an organization’s defined strategies and goals. = Sx BX A EA 8% SX Bx A EA 3 PROBLEM FIXING & REWORK 3 s i 5% G Iy = 5o RETURN ON INVESTMENT (RO) High Coordination Unification Process Management Process Management Process Management (F;roceil_uresl (c(;))'d & Compl @ gg o | ooty s
g [ = [ 3c . 2y &) 2 3 [ £5 ) <3l. ) £) ) &) 2 ivi i i perational Guidance & Compliance - o GO s ® | cotn e | cams st .
As a part of the continuous improvement concept the service governance steps includes the establishment of internal service or E 5 _,[ T — ] E_,[ N ] = csi() E";) \I‘:) E.%] = _,[ e ] £° R R ;;E ;‘;() E";) \TX) T.:J E./:J INTEGRATION . Siversificati ~eolicat L (TaSk & ACtIVIty Management) ) L (TaSk & ACtIVIty Management) ) L (TaSk & ACtIVIty Management) ) i g:rs\;:;eesss serVic:‘:
ransformation centers of llen rcom n nters. Their lis amon her hare service improvements an nd- @ < %E 5] K =l Y &) L H ow iversification eplication . . ] ] Comgares [ rstomtonn |
transformation centers of excellence or competency centers. Their goal is among others to share service improvements and stand ] v £3 7 £ ! £ ! if @ wa e)© £ i f f f 24 Evaluation and/or Audit (O) Control Evaluation and/or Audit (T) 10 0 commi | O
ards, having applied best practices in non-value creating areas and leading practice in the areas that are core differentiating and core SERVICE PORTFOLIO MANAGEMENT 8% SUPPLIER MANAGEMENT £5 REPORTING WITH SOLUTION RESULTS £5 DEPLOYMENT EVALUATION & REPORTING ] SX BX 1A EA EL] DEFINE CASE OF CHANGE SERVICEUSER SERVICE CHANNEL Operational Planning (O) 20 o : o — —
competitive in order to spread awareness of the service standards and priorities throughout the organization. Service governance = @ Ry &) L b G) MNP séb @ Y &) & @ DR @ ) £) 2 Z3 [ s, @ 2y 0} &) & . i Al | o =
- . : NI . . ORI Y- w 6 e BEE NN Y BEE ORI Y ar: s g ©w o e Reporting (O) 23 B e | — i D EE S
also works on monitoring and documenting both the successes and shortcomings of an organization’s operational execution of the SX BX IA EA T SX BX IA EA Pl SX BX 1A EA P2 SX BX IA EA Llger Resolve & Restore g SX BX TX IA EA Measurements (O) 25 oo oo (- AT |
. . N . . . H > g 3 H 3 a_' = S -4 . . . . . . . . . L L . . Ll . L o L . . L L3 o L L3 L3 . o L3 L3 L3 L3
service drivers defined in ones organization. |58 | & 7 33 ; Jeloi gL . SelfiServics Tiend o0 EORTEO TR Drivers for Standardization & Integration of Business Services Tier 3: Unique Services (Operational Service) Tier 2: Complex Services (Operational Service) Tier 1: Simple Services (Operational Service) SieretionE) Gulgiss 2 BemaliEise (©) 8
—>[ Service Level Package ]— —>[ Service Design Package ]— —>[ Service Build Package ]— —>[ Early Life Support ] 3 REQUEST FULFILLMENT % §. BUILD VALUE CASE « Manager « Webportal « About me... \ / « Business Model |
e . . . . — — S— o PlEs2 0 LR 28 C Py £y 8 « Partners & Dealers * Chat * About my... - Business Competency
In Value Management an additional purpose of service governance is to assure that value expectations (on behalf of others in terms : BErn ® ©w o) 9) C1EE @ ©w ) ) 9) - Eve - Social Media - Services & Information (chat) B S < COORDINATION UNIFICATION Definition Definition Definition o Alignment of
of stakeholders) that an organization produces the defined pattern of good results while avoiding an undesirable pattern of bad 53 SX BX A EA i SX BX TX A EA + E-mail /v - Business Service Flow Z ) . . . . . . : . . . . . . 25 Measurements (O) Measure Monitoring (T) 8 .
circumstances. Therefore, the service governance and continuous improvement process and systems are typically administered by a i3 3 B Service Contact Center - Tier 2 * Business Task Unique Services refers to functions, processing, transactions, tasks and cases that are: Complex Services refers to functions, processing, transactions, tasks and cases that are: Simple Services refers to functions, processing, transactions, tasks and cases that are: Evaluation and/or Audit (T) 10 BUSINESS SERVICE ORCHESTRATION Business & IT IT SERVICE ORCHESTRATION
. / ! H ! * Mai Business Process . . .
value audit and service Governance gates throughout - |ifecyc|e == _>[ Service Performance Reports ]— —»[ Service Improvement Plan ] « Webservices (application) ( « Inquiring Services / I - Business Process Steps 9 o Dynamlc ® Multi-faceted e Standard Performance Management (T) 16 SerV|ces
: P P « Telephone Intake Services - Business Process Activities I_ e \ibrant ° Comprehensive . Repeatab|e Reporting (O) 23
e e - EDI - Process Services (chat) . . . . . . . .
Too sad|yl we often see that service governance Is overseen by teams made up of both business and IT professiona|s. The da||y -ArAaIylze bgsingssAsewices, areas and groups -ETEtathti)?hhbsusir‘essAservices, areas and groups -DeDvelolp b;singssAservices, areas and groups -ErIrEiplon b;sin'essAservices, areas and groups -A:r:iryi#c:r bsusirllesiservices, areas and groups -Ar;ndtbsusirl!essAservices, areas and groups :géci(adcastllnteractive <_ é T'er 3: T'er 2: : E:rOble:nitldcal : w!je_ranglgg : g?atlcl Evaluatlon and/or Audit (O) 24 B i
. . . . . . . . . . - Analyze Service Area 1 - Estaplis ervice Area 1 - Develo ervice Area 1 - EmMplo; ervice Area v - minister service Area v - USt Service Area - . . . .
service governance within projects should consist of assuring, on behalf of those governed, the desired business innovation, transfor- -Ana|§§e Service Group - Establish Service Group : Develop Service Group 3 ~Employ Service Group- - Administer Service Group : —AItJerSewicg Group . ) _ ‘ - Application Task Definition Ll Unique Services Complex Services . Dipvoltu € B ! eOTprea . Pi”?p e Oroce(;l_uresl (C(i))'d &C i 0 gg Business Model usiness
mation and value creation while avoiding an undesirable pattern of high cost, ineffectiveness and inefficiency (low performance). ) e e e objects o D butimaas araice objoct e Symtize batimass aaruice object oot b e object S s corsies objects | Modents hatimoss service objects A e e o HI |dcu CLoaII . E amn perational Guidance & Compliance (O) (Value Chain view) Value Infrastructure
Service overnance Wlthln a ro'ect ShOUld also Consist Of the set Of overnance gates and thereb Value audit milestones Wlthln the n - Assess Service Object (Business & Information) i - Sketch Service Object (Business & Information) i - Systematize Service Object (Business & Information) i - Initiate Service Object (Business & Information) i - Audit Service Object (Business & Information) i - Boost Service Object (Business & Information) « Processing Services « Data Service O - - ¢ Har ® a englng ® asy
. g X p J A ; g g . y 's - Collate Service Measurements (Level Agreements) i - Compile Service Measurements (Level Agreements) i - Secure Service Measurements (Level Agreements) i - Close Service Measurements (Level Agreements) i - Control Service Measurements (Level Agreements) i - Correct Service Measurements (Level Agreements) - L ) L ) « Platform Task Definition DI’IV&I’S.’ DI’IVGI’S.' ° Trlcky ° MOViﬂg ° Stra |g hth rwa I"d
lifecycle that ensures quality and value aspects within the various phases and the associated tasks. ) | - Collect Service Rules . { - Compose Service Rules _ | - Systematize Service Rules { - Complete Service Rules _ { - Uphold Service Rules . | -Moderate Service Rules . . Platform Service . . 26 Procedures (O) Control Evaluation and/or Audit (T) 10
[3) - Consider Service Flow (incl. output/input) i - Configure Service Flow (incl. output/input) i - Pilot Service Flow (incl. output/input) i - Conclude Service Flow (incl. output/input) i - Exchange Service Flow (incl. output/input) i - Diminish Service Flow (incl. output/input) « Infrastructure Task Definition Value Performal‘lce o |ntr|cate o Com plex o F|xed a—A .
S - Identify Service Channel ! - Confirm Service Channel ! -Test Service Channel ! - Conduct Service Channel ! - Supervise Service Channel ! -Reevaluate Service Channel . . Administration (O) 18
5 * Discover service construct, tiers and types i * Plan service construct, tiers and types i » Create service construct, tiers and types i * Carry out service construct, tiers and types i » Manage service construct, tiers and types i » Enhance service construct, tiers and types L + Infrastructure Service ) o Com pllcated PrOCGSS Management (O) 21 Business Model
- Capture Service O - Plan Service O i - Define Service O i - Apply Service O i - C icate Service O i -Ch: Service O . . . .
- Detain service Construct (setu elivel + = Constitute Service Construct (setu elivel vo- ape Service Construct (setu elivel + = Deliver Service Construct (sety elivel - Govern Service Construct (setu elivel 1 - EnNhance service Construct (setu elivel . . . T - .
- Discover Service Tier (StrategiE/TacticaI/gperational) - Construct Service Tier (Strategic/TF;cticaI/Oerational) —Creapte Service Tier(Strategid‘leacticaIlo:ayerational) - Deploy Service Tier(Strategid‘l")acticaI/Opnérational) - Handle Service Tier (Strategic/TpacticaI/Oprirational) - Improve Service Tier (Strategic/TFa)cticaI/Opreyrational) Innovatlon Effectlveness EffeCtlveneSS & EffICIeI‘lcy O_peratlon,al SerVIC.e Aspect§ . . . . . . Tier 2 services (Complex Serv'lces) has. a med,lum to hlgh perfor:ma,nce pOte,ntlal' bUt |OW to medlum Vélue pOtentlal th.at Tier 1 serwges (Slmple ,SerVICeS,) Wlth |OW Value p.Ote,ntlal' bUt Wlth,COSt CUttmg pgteptlal since itis Wlt'h.II"I the ngn CO.r.e Processmg (O) 29 gy p Com ponent
- Discover Service Type (Main/Management/Support) | - Craft Service Type (Main/ManagementSupport) | - Formulate Service Type (Main/Management/Support) - Employ Service Type (Main/Management/Support) - Manage Service Type (Main/Management/Support - Increase Service Type (Main/Management/Support & Efficienc Tier 3 services (Unique Services) are often very complex and dynamic with high customer satisfaction value potential, support the core critical services (main services) of the organization. Medium value potential, but high cost potential competencies (supporting services) of the organization. The goal is full standardization through classification, simplifi-
""""""" - y but with this a just as high innovation need to continuously support the core critical services of Tier 3 (decision making when pain points (organizational bottlenecks) are transformed. cation and automation which will enable the organization to move existing Tier 3 services as well as Tier 2 to Tier 1. High ) ) ) ) ) ) . Operational
;“ggmga;:r;tegy Generaton e e aiog Management e e asagement | ;"gg‘wvi;a;:;oymem e ement o () g“;ggi;a,;;gm ) N y o services) of the organization. level of standardization on Tier 1 will enable the organization to have a higher level of replication and automation. Operational Advice & Guidance 27 Operational Advice and/or Guidance (O) Function Igsue ":'/IanalgF?lmen't (O)O ;g Business Model
:Determlne service perspective :Agree about service definition and contents :Cregte and record request for change (RFC) :Deflne transition strategy :Generate event notification :Deﬁne reporting policies and rules I: The goa| is to standardize as much as p055|b|e, and even thOUgh the complex nature of these services, this would pera |qna anning ( ) Scorecards
Shape a position and construct a plan : Produce and maintain service catalog : Review RFC and assess/evaluate change : Prepare for service transition : Detect event : Collate @ P O 29
-Adoptpattems of action ? b) Samorface wih stakehodors i - Authorizs change and pien fr updes ! - Plan and oortinate | [Fierovent | - Translate and apply < Despite the unique and dynamic nature of the services, the goal is to integrate as much as possible with Tier 2 and Tier enable the organization to move Tier 3 services (Unique Services) to Tier 2 services (Complex Services) and possibly to Delivery Channel rocessing (O) Platform Service
- Define the market an levelop offerings H ervice Level lanagemen H - Coordinate change implementation H - Service transition H - Categorize even! H - Publis| . . . . . [ . . . . . . . . . . . . . . . . . . . . . .
_Developstrategi0§ewiceassgts ¢ § - Determine requirements and make SLA' § - Review and closgchasgel § - Provide administration and advisory § -Cc_)rrzglateevents . b)Service Measurement SUCCESS FACTORS OF SERVICE MODELLING & SERVICE ARCHITECTURE E,; 1 in order to have a consistent service flow. Integration and unification on Tier 3 will enable better service consistency Tier 1 (Simple Services). Standardization on Tier 2 will enable better service consistency and enables an organization to Channel Services within Tier 1 (no requirements to keep reference document (compliance)):
” b) Dot Monesan e o atifaction et ang plompanar Management b) Rolonte & Doy Momeoament e eshonee velop A s |_||_J and enables an organization to have a higher level of specification and subject matter expertise as needed. have a higher level of replication. 1. Very high level of click enablement (e.g. intranet self-service, mobile for Information on the web and web 28 Operational Guidance & Compliance (O) Control Issue Management (O) 19
L - Anal d codi 1t f busi tivit : - Conduct i i : - Confi tion identificati d trol : - Plan depl: t of rel ki : - Revi ti : - Defi hat tc i i i i i
i gy e coctypetems effushess aevl | _ Revise SLA'S and underpinning agrosments |  afus acoounting and reportig | Propare for buid, test and deploymert | Glose ovent | Csettorgets > . ' application services). - . _ Operational Planning (O) 20 Value Map
(C) - Match user profiles (UP) : - Develop relationships : - Verification and audit : - Build and test service and conduct pilot : b) Incident Management : - Create a measurement framework grid BUSINESS SERVICE PERSPECTIVE — Dellvery Channel Dellvery Channel 2. Low level of call center interaction (eg telephone for S|mp|e requests and su pport). Reportlng (O) 23
t - Develop service packages : - Maintain templates : c) Problem Fixing & Rework : - Plan and prepare for deployment : - Identify and log incident : - Interpret and use metrics w D IVE RSI FICATIO N RE P LICATIO N Ch I S . . h Ti 3 . Ch | S . . h Ti 2 . k f d | . 3 Vi I | I f | . . . . h d f f . | d Evaluati d/or Audit (O 24
E - Define service level packages ) Supplier Management | - Plan and prepare build and test | - Perform transfer, deployment and refirement | - Categorize incident | - Create scorecards and reports « Business Model o annel Services within Tier 3: annel Services within Tier 2 (some requirements to keep reference document (compliance)): .Very low level of consult interaction (e.g. in-person, via phone, video conference for simple requests and support). valuation and/or Audit (O)
S ©) Sarios Portolo Managerert e e e maitain SCD Jestng e ot e e e aappot cary Ife ey e agosis - Core Competitive Factors S Tier 4: 1. Low level of click enablement (e.g., intranet self-service, mobile for Information on the web and web application 1. High Level of click enablement (e.g. intranet self-service, mobile for Information on the web and web application Measurements (O) 25
54 ‘ - Manage performance and renew/terminate 3 - Review and close 3 )S—Review and closiservice transition 3 - Escalate incident 3 » Core Differentiating Factors o Tactical S "L services). services). Operating & Service Automation Aspects Processing (O) 29
' ' c) Service Validation & Testing Management ' - Investigate and diagnose incident ' o . . . . . . . . ; . . . . . . H
- Manage validation and e ‘Res""’%?“d rocover ncen . girravt;gey_rl\::g w geticai ceryices 2. High level of call center interaction (e.g., telephone for simple requests and support). 2. Medium level of call center interaction (e.g. telephone for simple requests and support). ¢ |T Service Implementation Strategy: High level of automation with vanilla (best practice). Operating Model
:Eﬁﬂ;’?%??ﬁlﬁi;t(:esigns - R%fl,::";ﬂfﬁﬁem o t * Barriors of Change n Drivers 3. High level of consult interaction (e.g., in-person, via phone, video conference for unique requests and support). 3. Low level of consult interaction (e.g. in-person, via phone, video conference for complex requests and support). . g)peratirég Model: Stagdardized and rgpllicated. R . Processing 29 Processing (O) Function Administration (O) 18
 repare fes environmen 3 T yeecand input detalls of service reques ‘ v ® Service Governance: Governance guidelines to enable procedures monitoring. P
- Perform test: : -A t Monitoring (O 22 : :
ZE?:;E;EZ%i‘ii"n'&?ini?;’nii";’nﬁ e EEEE&%%E%?S Performance & Value Operating & Service Automation Aspects Operating & Service Automation Aspects e Service Reporting: Reports and cockpits to enable higher monitoring need. Measurer%e(nt)s (0) 25 Business Process Services Interfacing
D T T T T Governance Tier 1: ¢ |T Service Implementation Strategy: Vanilla (best practice) with own practice with identification of weakness ¢ |T service implementation strategy: Industry Vanilla (Best Practice) with identification of pain points (organizational e Service Level Agreements: Strategic KPI' linked to Critical Success Factors and Strategic Business Objectives.
@ Value Audit 1 @ Value Audit 2 ' @ Value Audit 3 Value Audit4 @ Value Audit 5 Value Audit6 - SERVICE WORKFLOW PERSPECTIVE SERVICE VALUE PERSPECTIVE Simple Services clusters and value clusters. bottlenecks). ¢ VValue Management: Service Drivers need to be interlinked with Strategic Business Objectives and Critical Success Val Dri
» | R D 1 v WO St s ptomare Bt et gt 7 Bt s promarce ot g poicis st Tier 5: BPM needs: * Service Governance: Cockpits and dashboards to enable higher monitoring need. * Service Governance: Reports and cockpits to enable higher monitoring need. | Factors. o | alue Drivers
= - Analyze service investments. { - Committo defined quality goals | -Service performance reporting { - Service performance reporting { - Service performance reporting { - Critical success factors (CSF) , O I LT : Value Map Strateqic Services o . : . e Service Level Agreements: Operational KPI's linked to unification and coordination value and performance needs e Service Level Agreements: Operational KPI's linked to replication and unification performance needs linked to ¢ Risk Management: Low, based on simplicity of services.
g - Analyze variable cost dynamics (VCD) 3 3 3 3 3 - Key performance indicators (KPI) and metrics * Pain Points * Scorecards g Monltorlng & (:Ontrol Dr’vers. linked itical d . . bi . itical d . . bi . . N . . . k . dh b d .
2 | | | | | - Soricoloveltagets « Weakness Clusters « Value Tree Cost cuttin inked to Critical Success Factors and Strategic Business Objectives. Critical Success Factors and Strategic Business Objectives. ® Service Drivers: Cost cutting (transaction, task, processing and human-based cost cutting). Process Step Services Workflow
= _SWOT ansiyats « Service Optimization Need « Value Drivers Dri . g ¢ Value Management: Service Drivers are based on Value Drivers interlinked with Performance Drivers. ¢ VValue Management: Service Drivers are based on Performance Drivers interlinked with Value Drivers. * BPM need: Optimization.
§l - Sevi improvement plans (SIP) » Continuous Service Improvement * Performance Drivers rlver§. . ¢ Risk Management: High, based on unique and or dynamic nature of services and the attached weakness cluster ¢ Risk Management: Medium, based on the complex nature of services and the attached pain points (organizational ® OCM need: Low to medium.
- Reparting poliies and ules Goals & Objectives BPM needs: (organizational bottlenecks). challenges). Performance Drivers
- Reports . . . . . . . . . .
’ Optimization e Service Drivers: Performance Drivers and Value Driver (human-based cost cutting). e Service Drivers: Performance Drivers and cost cutting (human-based cost cutting).
ENTERPRISE MODELLERS | § ’ = " ) ~ O BPM needs: ® BPM need: Service Innovation (effectiveness and service efficiency). ® BPM need: Service Effectiveness & Service Efficiency.
a Business Analyst | Process eXpert i Value eXpert “ Information eXpert i | Service eXpert Por ) Transformation eXpert Driver, stakeholder or owner ERVICE TECHNOL Y PERSPECTIVE R . . . . . . . o [ ) )
EX) FxJ VXJ T)(J E)f‘ ?xJ S CE TECHNOLOG SPEC Innovation e OCM need: High, due to the dynamic nature of the services. e OCM need: Medium to high. Process Activity Services Automatization
ENTERPRISE ENGINEERS \‘Ty Value Engineer y Technology Engineer \D Process Engineer \@) Test Engineer :'J Quality Engineer J Change Engineer @ Software Engineer O Driver, stakeholder or owner : Sgtpall:::lac:::’)n Functionality & Service Measu rements
VE TE PE TS QE CE SE .
- ~ . - - - - * Platform Service
ENTERPRISE ARCHITECTS y Business Architect .\J Solution Architect \"_J Value Architect \J Data Architect w Service Architect \‘_‘J Technology Architect w Process Architect \y Enterprise Architect \‘y Information Architect O Driver, stakeholder or owner « Infrastructure Components & Service
BA so VA DA sA TA PA EA A LOW SERVICE STANDARDIZATION HIGH

A part of the ((D)LEADiIng Practice Frameworks. For more information about LEADing Practices, please visit www.LEADingPractice.com. il S
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