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Synopsis

For the Customers ........ we change and automate
During this session, Matthew will explore the various challenges (such as 

automating business processes), examining trends and changing customer 

behaviour/requirements (including self-service).  He will also look at 

strategies for the survival of technology departments, changing 

accountabilities, and the need to further develop core Business Service 

Management (BSM) capabilities (including Business Relationship 

Management and Service Modelling).

Matthew Burrows is an ISO/IEC20000 qualified strategic service management consultant, specialising in implementing 
pragmatic BSM solutions. He is an acknowledged best practice expert and a regular contributor to Service Management 
publications and events, providing thought leadership on several industry committees and working groups.

BSMimpact specialise in implementing pragmatic Business Service Management solutions rather than just theoretical 
consulting.  They have considerable experience of Business Service Management (BSM), UK and global outsourcing and 
managed services.  They adopt a methodical and completely business-focussed approach to designing and implementing 
practical, pragmatic and innovative solutions.  Over the last few years, they have worked with companies such as Compaq/HP, 
IBM, Centrica, British Airways, Vodafone and TuringSMI.  
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Agenda

• Traditional & emerging roles in different 

industries

• Changing role of the technology (ICT) 

department

• Evolving customer behaviour

• Common challenges

• Perception & survival strategies

• Capability and core competency changes
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Traditional role
Industry example: Gas or 

Electricity Supplier

Technology departments role: 

Support the other business units

e.g. provide network & systems 

to support sales, marketing, 

manufacturing etc.

Business units manage the 

manufacturing and delivery 

functions

gas pipes, electricity cables, 

power stations, wind farms etc. 

Key Characteristic: End Product or 

Service is not itself ICT based, 

but relies on technology to 

operate processes

Sales Marketing
Customer
Support

Dispatch/
Delivery/

Distribution

Manufacturing

Technology (ICT)
Infrastructure & systems supporting business processes

End Customer
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New role in many companies

Product
& Service
delivery

Product
& Service
creation

Industry example: 

Communications Service 

Provider

Technology departments role: 

Create & manage the end product 

or service, as well as support the 

other business units

Technology manage the 

manufacturing and delivery 

functions

Telecommunications network, 

customer devices etc. 

Key Characteristic: End Product or 

Service is ICT based or 

indistinguishable from the 

technology

Sales Marketing
Customer
Support

Technology (ICT)
Infrastructure & systems supporting business processes

End Customer
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Information 

Technology 

Infrastructure

Communications 

Technology 

Infrastructure

Business Process Framework

Product & Service Portfolio

Organisation & Skills

Enterprise Tools & Capabilities

Enterprise Data Model

Changing accountabilities for technology functions

Subscriber

/Customer
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Product & Service Portfolio

Enterprise Data Model

Information 

Technology 

Infrastructure

Business Process Framework

Organisation & Skills

Communications 

Technology 

Infrastructure

Enterprise Tools & Capabilities

Changing accountabilities for technology functions

Subscriber

/Customer

Infrastructure to support 

business process execution11

http://www.itsmf.e-symposium.com/index.php


Product & Service Portfolio

Enterprise Data Model

Information 

Technology 

Infrastructure

Business Process Framework

Organisation & Skills

Communications 

Technology 

Infrastructure

Enterprise Tools & Capabilities

Changing accountabilities for technology functions

Subscriber

/Customer

Automate the business 

process

2

2
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Product & Service Portfolio

Enterprise Data Model

Information 

Technology 

Infrastructure

Business Process Framework

Organisation & Skills

Communications 

Technology 

Infrastructure

Enterprise Tools & Capabilities

Subscriber

/Customer

3
Manage the full lifecycle of  

the end Product or Service

3

Changing accountabilities for technology functions
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Product & Service Portfolio

Enterprise Data Model

Information 

Technology 

Infrastructure

Business Process Framework

Organisation & Skills

Communications 

Technology 

Infrastructure

Enterprise Tools & Capabilities

Subscriber

/Customer

Infrastructure to support 

business process execution11

3
Manage the full lifecycle of  

the end Product or Service

3

Automate the business 

process

2

2

Changing accountabilities for technology functions
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Business Process Framework

Subscriber/Customer activity

Product & Service Portfolio

Organisation & Skills

Enterprise Tools & Capabilities

Enterprise Data Model

Information 

Technology 

Infrastructure

Communications 

Technology 

Infrastructure

Subscriber

/Customer

Consumes Products & 

Services1

1

2
Interacts with processes 

through staff

2

3
Interacts with processes 

directly e.g. self-service

3
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Common challenges

• To reduce costs

• To realise additional economies of scale

• To protect or improve service quality

• To support multi-sourcing and partnerships

• To improve speed to market of new products & services

• Often this journey requires a complete business transformation

– Cultural issues & change resistance

– Impact on People, Process & Tools

– Requires standardisation & simplification

– Governance improvements, policies & standards

– Holistic enterprise-wide view
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Business perception

Regarded as:

•Expensive

•Reactive

•Low value roles

•Poor perception

•Complex, bureaucratic

•Poor quality of service

•Not trusted to deliver

Regarded as:

•Value for money

•Transparent

•Reliable

•Alert, responsive

•Credible, well informed

•Flexible

•Tough, when needed

Regarded as:

•Business change agent, part of 

competitive edge

•Share in company leadership, 

part of strategic planning

•Empowered

•Shared business rewards/risks

•Proactive, predictive, pre-

emptive

•... in addition to sustaining 

Competent Supplier capabilities

Necessary Evil

‘cost to be minimised’

Competent Supplier

‘cost to be optimised’

Trusted Business Partner

‘cost and value in balance’

•BUs building own Service Management capability
•Some service delivery capability sitting outside of 
Technology
•Losing opportunities for greater economies of 
scale
•Inability to manage ‘end-to-end’ service lifecycle
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Establish what 
the business is 
trying to 
achieve and 
provide service 
around it –
Trusted 
Business 
Partner!

Supplier 
Management 
only – low 
strategic value!

Technology 
provider –

no strategic 
value!
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Service Management Maturity
Source: ITIL V3
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Business Service Management (BSM)
BSM is often applied to IT, but also applies to the end-to-end service lifecycle

• “Business Service Management (BSM) – An approach to the management 

of IT Services that considers the Business Processes supported and the 

Business value provided.  This term also means the management of 

Business Services delivered to Business Customers.” ITIL V3 Glossary

• “Business service management dynamically links business-focused IT 

services to the underlying IT infrastructure” Forrester

Relies on:

• Understanding metrics the business/customer use to decide if service provider is delivering value

• Linking these metrics and the business services to the infrastructure components

Essential BSM capabilities:

• Asset Management – basic understanding of the Configuration Items (CIs)

• Rigorous service management processes – ITIL/eTOM and ISO/IEC20000

• Service Level Management – measure service performance

• Configuration discovery (automated) – link services, processes and infrastructure CIs

• Configuration Management Database (CMDB) – assets, applications, services and their dynamic 

relationships

• Service Modelling – processes, products & services
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Example BSM Process Framework

• Key points

– Service Portfolio

– BRM/Service Contracts

– SLM

– Supplier Management

– Service Models

– Service Asset & 

Configuration 

Management

Business

Units

Service Level 

Management

Service 

Reporting

Availability 

Management

Capacity 

Management

Budgeting & 

Accounting 

for Services

Information 

Security 

Management

Suppliers

Service 

Contract Service Desk
& Self-Service

CMDB

Service 

Models

Customers

P
ro

d
u

c
ts

 &
 S

e
rv

ic
e

s
S

y
s

te
m

s
 &

 I
n

fr
a

s
tr

u
c

tu
re

Business 

Relationship 

Management

Service 

Portfolio 

Management

Incident 

Management

Problem 

Management

Event 

Management

Service 

Request 

Management

Access 

Management

Performance 

Management

Change 

Management

Service 

Asset 

Management

Configuration 

Management

Deployment 

Management

Supplier 

Management

Service 

Continuity 

Management

Risk 

Management

Programme 

Management

Project 

Management

Storage 

Management

Infrastructure 

Management

Application 

Management

Environment 

Management

Data & 

Information 

Management
Development

Internal

Users

Quality 

Assurance

Knowledge 

Management

Crisis 

Management

Release 

Management
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Service Assets & CIs

• Service Portfolio & Service Catalogue

• Customer Portfolio & Contract Portfolio

• Service Design Package

• Service Model

• Suppliers & Supporting Contracts

• Service Management Processes & Policies

• Test plans & Release documentation

• Service Support & Operations Models

• User & support documentation

• Service Improvement Plans

• Service Reports
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Service Models

• “Service models describe the structure 

and dynamics of a service” ITIL V3

• A service model is a set of managed configuration data 

that can be viewed from a number of customer, 

contracting, business service, technology service and 

ICT architecture perspectives.

• These views provide relationship context to configuration 

items, network elements, customers, customer contracts, 

service contracts, OLA’s, underpinning contracts etc.

• The service model itself is a composite of related data 

and is not a construct in it own right.   
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Components of Service Model

Product

Business Service Service Contract

OLA UC Supplier

Technology 
Service

Customer

Organisation

Business 
Process

Business Service 
Component

Technology
Component

Service Impact 
Manager

Other Systems

• Scope of service impact management increased

– Customers, Service Contracts, Operational Level Agreements, 

Organisation Support Teams, Underpinning Contracts & Suppliers

• All part of the service model in order to show impact of change or 

incident, for example
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Automation requirements

• Internal

– Improving efficiency of business processes for 

internal staff

• Examples: Automating workflow, password resets, service 

requests

– Automating internal technology tasks, e.g. run book 

automation, configuration discovery

• Customer-facing

– Facilitating self-service by end customers

• Examples: Updating personal data, making requests, 

reporting faults

Internally executed business processes and ones that customers directly use
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Conclusion

• Evolution is key to survival

• Tips

– Acknowledge that things are continually evolving

– Use best practices (inc. ITIL & others) as part of the solution for 

efficiency and speed

– Utilise skills and experience to avoid making ‘first time’ mistakes

• Suggested areas to start looking at:

– Getting control of asset base

– Standardising generic Service Management processes

– Starting to develop the relationships between assets and impact on 

service provided

• Customer context is key

• End-to-end service, dependency & impact modelling
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Questions?
Click on the questions tab on your screen, type in your question 

(and name if you wish) and hit submit.
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