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End Customer

Sales Marketing Customer
Support

Dispatch/
Delivery/

Distribution

Manufacturing

Technology
ICT infrastructure & services supporting business processes
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End Customer

Sales Marketing Customer
Support

Product
& Service
delivery

Product
& Service
creation

Technology
ICT infrastructure & services supporting business processes

and providing or directly enabling Products/Services
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Business Unit
Service/Marketing 

Propositions Portfolio

End Customers

2. Design, Develop, Test and Implement Services

1. Planning & Consultancy Services

Technology Services

3. End User Services

Products/Services

Operations of
Business Units

4. Network Infrastructure Services

5. System Infrastructure Services

6. Business Process Execution Services

Business Processes

Service Catalogue

Business Services Business Services
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Products/Services Business Process

Bearer Management Support Service

Internal Network Service

Base Station Management Service

Application Management Service

End User Services

Platform Management Support Service

Database Management Service

Number Allocation Administration Service

Technology Services (examples)
(Industry aligned)

Design, Develop, Test and Implement Service

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

B
 u s i n e s s  S

 e r v i c e

Contact
Centre Payroll Billing Accounts

PayableVoice SMS MMS Paging

Business Services are created by 
selecting and configuring Technology 
Services to support Products/Services or 
Business Processes

The role of Service Management in technology departments is about end-to-end delivery of 
services to meet agreed customer/business requirements.  To do this, technology have to be 
able to explain how they support or enable the products/services and business processes.  They 
have to manage performance of internal & external suppliers.  This requires understanding the 
“twist” between Business Services and Technology Services.
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Internal
&

External
Suppliers

Technology

Business
Relationship
Management

Service Level
Management

Supplier
Management

Incident
Management

Problem
Management

Change
Management

Release
Management

Service
Reporting

Business Units (Customers)

SLAs

Service
Contracts

Group
&

Regulatory
requirements

Configuration
Management
(inc. Service

Models)

Programmes
&

Projects

Business
Services

Relationship
Service Delivery
Resolution
Control
Release

OLAs

Under-
pinning

Contracts

R
eq

ui
re

m
en

ts

Technology
ServicesMonitoring

Service
Desk
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