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THE WAY OF MODELLING
The LEADing Practice Way of Modelling is the approach the LEAD Service eXpert or Service Architect follows in order to define the modelling principles 
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 
different types of models by using decomposition and composition modelling techniques within the different layers (e.g. business, application and tech-
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:
 • Expressiveness  • Arbitrariness  • Suitability          • Comprehensibility    • Coherence  • Completeness
 • Efficiency   • Effectiveness

LEADING PRACTICE MODELS

A LEADing Practice Model is a representation that graphically shows the relationship and the interconnection of specific composed objects and complies 
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-
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 
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 
crafted to enable complex information to be communicated more easily to stakeholders, management and leadership within their domain through the use 
of a more detailed, graphical illustration and/or depiction.

Focus Area
 • Identify service requirements
 • Focus on service issues and weaknesses cluster
 • Develop service standards
 • Ensure service integration (across business areas)                          
 • Continuous service improvement

Relation to Strategy
 • Capture service purpose and goals
 • Align business service to business strategy
 • Define service Innovation and transformation

Tasks & Services
 • Identify and define service flow (service provider and service

consumer)
 • Service construct and delivery
 • Identify and define service level agreements (SLA’s) and service

measurements
 • Benchmark service maturity
 • Identify and define service media, channel and tiers
 • Identify and define service enablement needs
 • Identify and define service map and service flow

WAY OF WORKING: TACTICAL ASPECT TASKS

BUSINESS SERVICE (What)

BUSINESS SERVICE MATRICES

WAY OF THINKING: STRATEGIC ASPECT TASKS BUSINESS SERVICE MAPS

THE WAY OF WORKING
The LEADing Practice Way of Working is critical discipline of translating both strategic planning and effective execution. Structure 
the arrangement of effort and work, by translating the “Way of Thinking” into a structural approach of working.

The Way of Working organizes, classifies, aligns, arranges, quantifies, recommends and selects objects and or artifacts in the 
systemized and categorized way they need to be de-composed or composed together.

LEADING PRACTICE MATRICES

A LEAD Matrix is a representation that accurately shows the relationship between specific decomposed and composed LEAD 
Objects. 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 
columns and a third as the cross product between the rows and columns. This allows the LEAD Matrix to relate the unfamiliar to the 
familiar objects in the different layers (composition) usually through the form of a diagram, a table or a chart (e.g. rows and 
columns), thereby outlining direct connection points and showing a common pattern of the LEAD Objects.

LEADING PRACTICE METHODS

The Way of Working is where one defines the best suitable method that will help the practitioner to ensure integrity, accuracy and 
completeness of each particular task. The LEADing Practice methods are therefore a series of phases with a collection of activities 
that the user of the methods needs to follow and undertake in order to reach a specific goal. There can be multiple methods 
applied to one Way of Thinking.

A LEADing Practice method structures the practitioner’s way of working within a specific area with supporting techniques, tools, 
principles, rules, procedures and practices.

THE WAY OF THINKING
The LEADing Practice Way of Thinking, the so-called “welt anschauung”, is the essential starting point that creates the guiding 
principles. Providing a structural concept around strategic definitions e.g. wants, needs, direction, issues and problems. The way of 
thinking postulates about what ought to be, with an abstraction level, which can analyze, appraise, approximate, assess and capture 
an objects and or artifacts idea, design, plan, scheme and structure in order to understand the underlying thought, view, vision as 
well as perspective, philosophy and belief.

LEADING PRACTICE MAPS

A LEAD Map is an accurate list and representation of the decomposed and/or composed LEAD Objects. A LEAD Map is often in the 
form of a list that can be in a simple row as well as a catalog, and has the purpose of building an inventory or index list of the 
objects that are to be either decomposed and/or composed in the different LEAD Layers (business, application and technology).

LEADING PRACTICE FRAMEWORKS

The purpose of an enterprise architecture framework is to define how to organize and structure the viewpoints and objects associ-
ated with an enterprise. An architecture framework serves as guiding principles to establish a common practice for creating, inter-
preting, analyzing and using architecture descriptions within a particular domain and/or layers of an enterprise or an organization. 
A framework is a theory based on a set of principles linked together to serve as a guideline with reference documentation. LEAD 
version 3.0 currently consists of 10 frameworks, 6 methods and 4 approaches that are all integrated with each other and with 
supporting maps, matrices and models. The LEADing Practice frameworks consists of the following:
 • Business Model/Competency Reference Framework  • Process Reference Framework
 • Value Reference Framework      • Service Reference Framework
 • Cloud Reference Framework      • Information Reference Framework
 • Application Reference Framework     • Data Reference Framework
 • Platform Reference Framework     • Infrastructure Reference Framework

They LEADing Practice frameworks has proven to help companies with some of the most common and complex advanced model-
ling principles, dilemmas and challenges that companies has to confront today. This includes, but is not limited to:
 • Link to strategy.
 • Mapping of Business Model domains.
 • Capture Service Model.
 • Map and model processes and activities.
 • Identification of value and performance drivers.
 • Capture the many diverse and different workflows such as e.g. business workflows, service workflows, process flows, application

system flows, data flows, reporting flows, etc.
 • Model value and performance aspects, recognize and categorize measurements and reporting.
 • All aspects of information architecture in terms of information object modelling, information measurements and reporting, etc.
 • All aspects of application modelling and application architecture in terms of application components, modules, functions, tasks,

services, flows, events, measurements and reporting as well as application standardization and integration.
 • Analyze and develop your maturity levels and all aspects of data modelling and data architecture in terms of data components,

data entities, data services, data flows, measurements, and data reporting as well as data harmonization and consolidation.
 • Technology standardization and integration (application, data, platform and infrastructure).
 • Cut costs.
 • Introduction of new solutions (BPM, SOA, Cloud, etc.).
 • Business Innovation & Transformation Enablement (BITE).

LEAD OBJECTS
In the LEAD object modelling principles, a LEAD object refers to a specific, specialized object that is used by the Decomposition & 
Composition principles within the LEADing Practice Frameworks, LEADing Practice Methods and LEADing Practice Approaches. In 
terms of the LEAD Way of Working using the LEAD objects, the classification of any of the LEAD objects is categorized in the 
following 17 areas/subjects and entities:
 • Requirement & Goal  • Business Competency  • Rules    • Process
 • Services    • Object    • Owner    • Roles
 • Flow    • Measurement   • Application   • Data
 • Platform    • Infrastructure   • Media    • Compliance
 • Channel

The purpose of LEAD object modelling is to:
 • Decompose the objects into the smallest parts that can, should and needs to be modelled, and then compose the objects

entities before building them (through mapping, simulation and scenarios).
 • Visualize and clarify object relationships with the LEAD artifacts by using maps, matrices and models (alternative representation

of information).
 • Reduce and/or enhance complexity overview.
 • Communicate with customers.

As for the LEAD Way of Modelling with the LEAD objects, the purpose is to identify the three main properties characterizing the 
LEAD object modelling principles:
 1) Identity: the decomposed area of the LEAD object that distinguishes it from other areas of the objects.
 2) State: describes the purpose of the composed object.
 3) Behaviour: describes how the decomposed or composed object can be used as well as how it can be used with other LEAD

object's as well as the decomposed or composed areas of the other LEAD object.

The LEAD objects and BITE (Business Innovation & Transformation Enablement) objects are common, and therefore the objects can 
be used for:
 1) LEAD modelling principles, and thereby architectural and layered architectural modelling
 2) BITE modelling, and thereby innovation (renewal, novelty, modernization and advancement) as well as transformation

(alteration, change, optimization, renovation and makeover). This allows for the possibility of interlinking between the BITE and 
LEAD frameworks, as well as allowing for the possibility to innovate and transform using architectural disciplines, and vice versa.

THE WAY OF GOVERNANCE
The LEADing Practice Way of Service Governance, derived from the Greek verb  [kubernáo], which means to steer, is essentially the 
act of governing what already exists, or is in the process of getting developed/deployed.

The Way of Service Governance relates to decisions and guidance that define expectations and direction, grant power, or verify and 
ensure value creation throughout the Service Lifecycle. It consists of service governance within the entire service lifecycle in terms of 
service analysis, service design, service implementation and run and monitor ones services as well as the continuous service improve-
ment discipline. The Way of Service Governance also includes the relationships among the many players in the mentioned phases to 
ensure that each phase and task enable the specific value identification, creation and realization in achieving the outlined goals of the 
Service Lifeycle.

Service governance involves setting standards and priorities for the various relevant innovation and/or transformation efforts (e.g. 
ITIL, COBIT, BPM, etc.). A part of this is identifying service governance leaders and defining service experts within the various projects, 
all to improve the service innovation and transformation strategies. The ultimate goal of both business governance and service 
governance is to control and support an organization’s defined strategies and goals.

As a part of the continuous improvement concept the service governance steps includes the establishment of internal service or 
transformation centers of excellence or competency centers. Their goal is among others to share service improvements and stand-
ards, having applied best practices in non-value creating areas and leading practice in the areas that are core differentiating and core 
competitive in order to spread awareness of the service standards and priorities throughout the organization. Service governance 
also works on monitoring and documenting both the successes and shortcomings of an organization’s operational execution of the 
service drivers defined in ones organization.

In Value Management an additional purpose of service governance is to assure that value expectations (on behalf of others in terms 
of stakeholders) that an organization produces the defined pattern of good results while avoiding an undesirable pattern of bad 
circumstances. Therefore, the service governance and continuous improvement process and systems are typically administered by a 
value audit and service governance gates throughout the service lifecycle.

Too sadly, we often see that service governance is overseen by teams made up of both business and IT professionals. The daily 
service governance within projects should consist of assuring, on behalf of those governed, the desired business innovation, transfor-
mation and value creation while avoiding an undesirable pattern of high cost, ineffectiveness and inefficiency (low performance). 
Service governance within a project should also consist of the set of governance gates and thereby value audit milestones within the 
lifecycle that ensures quality and value aspects within the various phases and the associated tasks.

Service Decomposition is the process by which the service objects are broken down into 
simpler forms of objects. For example, Business Services are categorized within service 
areas and service groups, then decomposed into service types (main, management or 
supporting) and service tiers (strategic, tactical or operational), and then composed back 
together into Service Constructs in order to setup and deliver the functionality of each 
individual service.

This simple service decomposition example shows the relevance of decomposing the 
wanted modelling objects the right way. However, once an object is decomposed it 
needs to be connected to the right areas. For example, a business normally needs within 

SERVICE DECOMPOSITION & COMPOSITION
their application the use of one or more application services, which consist of application 
tasks and application functions.

The business sets the purpose for the application and sets the requirements to which the 
application has to adhere to. An application has an appointed owner of the business and 
rules are set up to govern the application. Any application task, service or function may 
be subject to measurement. Application tasks, services or functions are sometimes 
required to be compliant. Several business competencies use applications to facilitate 
the automation of one or more of the activities or steps in their processes. The application 
flow determines the flow of an application’s tasks, services and functions.

One or more business roles call or deliver input to the application’s tasks, services, and 
functions. Within the tasks, services and functions of applications business, information 
and/or data objects are being used.

Application tasks, services and functions use, modify, delete and/or produce data. 
Usually the application will be delivered through a channel and application tasks, 
services and functions may interact via different media. Application tasks, services and 
functions are hosted by platforms and the execution of the application service is enabled 
by infrastructure.

Stakeholder Matrix
Business Owner Service Owner Process Owner Application/System 

Owner Data Owner Platform Owner Infrastructure Owner Business Area Business Group Business Capability Competency Type Service Area Service Group Business Service Process Area Process Group Business Process

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Why, in terms of reason specification e.g.
internal/external forces and/or drivers for change #

Why specification e.g. 
Goal/Reason for change #

What in terms of context e.g. 
Performance/Value Expectation #

Which specification e.g.
Performance and Value Drivers #

Whom specification e.g. 
Organizational Construct #

Stakeholder 
#

Who -  in terms of ownership Where specification:
Enterprise, Business Area or Group, Service Area or Group, etc.

Service Map

Service Area Service Group Business Service Service Channel Stakeholder Involved Service Owner Manager Involved Role/Resource Involved

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

Service #
What specification Who/Whose specification

Service Matrix

Service Area Service Group Business Service Service Channel Stakeholder Involved Service Owner Manager Involved Role/Resource Involved

Whether (option) specification e.g. Service nature (simple, 
generic, complex) #

Where, in terms of level e.g. 
Strategic/Tactical/Operational #

How, specification in terms of manner 
e.g. management, main or supporting #

Why in terms of reason of behaviour e.g. 
Rules and compliance aspects #

Whiter in terms of goal specification e.g. goals, plans, 
requirements etc #

Which Service measurements Channels are involved #

Whether (option) specification e.g. Service nature (simple, 
generic, complex) #

Where, in terms of level e.g. 
Strategic/Tactical/Operational #

How, specification in terms of manner 
e.g. management, main or supporting #

Why in terms of reason of behaviour e.g. 
Rules and compliance aspects #

Whiter in terms of goal specification e.g. goals, plans, 
requirements etc #

Which Service measurements Channels are involved #

Whether (option) specification e.g. Service nature (simple, 
generic, complex) #

Where, in terms of level e.g. 
Strategic/Tactical/Operational #

How, specification in terms of manner 
e.g. management, main or supporting #

Why in terms of reason of behaviour e.g. 
Rules and compliance aspects #

Whiter in terms of goal specification e.g. goals, plans, 
requirements etc #

Which Service measurements Channels are involved #

Service #

Who/Whose specification:What specification

Forces & Drivers Map
Where specification:

External Driver/Forces For Change Internal Driver/Forces For Change Enterprise, Business Area, Service Area, etc.

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

#

Forces & Drivers #
What specification:
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Service Construct (setup and delivery)

Service Type (main, management, support)

Service Flow (including input/output)

Service Tier (strategic, tactical, operational)

Object (business, information)

Service Measurements (SLAs)

Service Owner

Service Roles

Service Rules

Service Channel
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= Decomposition Component = Composition Component= Technology Layer Component= Business Layer Component = Application Layer Component

Business Area
Business Group

Business Function
Business Capability
Business Resource

Core Differentiating Competency
Core Competitive Competency

Non-Core Competency
Cost

Revenue

Application Component
Application Module
Application Feature
Application Function

Application Task
Application Service

Driver
Vision

Mission
Goal

Business Strategy
Objective

Performance Indicator
Requirement

Service Value Expectation
Service Value Driver

Service Performance Expectation
Service Performance Driver
Service Value Proposition

Business Object
Information Object

Data Object

Laws
Policies

Guidelines
Standards

Regulations
Governance

Controls
Risk Management

Audit
Evaluation
Security

Monitoring

Critical Success Factor
Business Performance Indicator

Business KPI’s
Service Level Agreement

Process Performance Indicator
System Measures

Value Measurement
Performance Measurement

Service Measurement
Scorecards
Dashboards

Cockpits

Business Process
Process Step

Process Activity
Events

Gateways
Management Process

Main Process
Supporting Process

Infrastructure Service

Business Rule
Service Rule
Process Rule

Application Rule
Data Rule

Platform Rule
Infrastructure Rule

Security Rule

Business Perspective
Service Channel
Channel Partner

Technology Perspective
Communication Channel

Digital Image/Screen Channel
Programming Channel

Broadcasting Channel, I/O
Channel, Audio Channel

Business Owner
Process Owner
Service Owner
Value Owner

Performance Owner
Information Owner
Application Owner

Data Owner
Platform Owner

Infrastructure Owner
Security Owner

Compliance Owner

Platform Device
Platform Service

Business Role
Process Role

Application Role

Data Component
Data Entity

Data Service

Business Workflow
Value Flow

Reporting Flow
Service Flow

Information Flow
Process Workflow

Application Workflow
Data Flow
Scenarios

Media As Communication
Media Store, Advertising Media,

Broadcast Media/Electronic
Communication Networks, Digital Media,

Electronic Media, Hypermedia, Mass
Media, Multimedia, Print Media,
Recording Media, Social Media

Media Used In Computer
Computing Media/Data Storage

Devices, Application
Software

TEMPLATES
Ownership Map

Ownership Matrix
Ownership Model

Information Object

TEMPLATES
Roles Map

Roles Matrix
Roles Model

Information Object

TEMPLATES
Compliance Map

Compliance Matrix
Compliance Model

Information and Data Object

TEMPLATES
Measurement Map

Measurement Matrix
Measurement Model

Business and Information Object

TEMPLATES
Data Map

Data Matrix
Data Model

Information and Data Object

TEMPLATES
Platform Map

Platform Matrix
Platform Model

Information and Data Object

TEMPLATES
Flow Map

Flow Matrix
Flow Model

Business, Information and Data Object

TEMPLATES
Rules Map

Rules Matrix
Rules Model

Information and Data Object

TEMPLATES
Application Map

Application Matrix
Application Model

Business, Information and Data Object

TEMPLATES
Channel Map

Channel Matrix
Channel Model

Business, Information and Data Object

TEMPLATES
Media Map

Media Matrix
Media Model

Business, Information and Data Object

TEMPLATES
Infrastructure Map

Infrastructure Matrix
Infrastructure Model

Information and Data Object

TEMPLATES
Strategy Map

Strategy Matrix
Strategy Model

Business Object

TEMPLATES
Process Map

Process Matrix
Process Model

Business, Information and Data Object

BUSINESS COMPETENCY
Which business competency

uses this service?

PURPOSE & GOAL
What is the purpose and goal

of the service?

OWNER
Who is the owner of the

service?

ROLES
Which business roles works with

the service?

SERVICE COMPLIANCE
Which service needs to be

compliant?

SERVICE MEASUREMENT
How is the service

measured?

DATA
Which data are used, modified

and/or produced?

PLATFORM
Which platform is used to enable

the service?

OBJECTS
What kind of objects are used

by the service?

TEMPLATES
Object Map

Object Matrix
Object Model

Business, Information and Data Object

SERVICE FLOW
Which service precedes

and follows?

SERVICE RULES
Which rules govern the

service?

APPLICATION
What kind of application enables

and automates the service?

CHANNEL
Which channel is being used to

deliver the service?

MEDIA
With which media does the

service interact?

INFRASTRUCTURE
What kind of infrastructure enables

the service execution?

PROCESS
Which kind of service is
involved in the process?

TEMPLATES
Competency Map

Competency Matrix
Competency Model

Business and Information Object

SERVICE
DECOMPOSITION

Service Construct, Service Area, Service Group,
Business Service, Service Type, Service Flow,
Service Tier, Object (business & information),

Service Measurements, Service Owner, Service Roles,
Service Rules, Service Channel

TEMPLATES
Forces & Drivers, Requirement, Stakeholder,

Performance, Measurement & Reporting, Business
Competency/Business Model, Revenue, Cost,
Operating, Information, Role, Owner, Object,

Workflow, Rule, Channel, Media, Service,
App. Service, App. Rules, Data

Service, Platform Service,
Infrastructure Service

SUBSTANCE

MECHANISM
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INPUT/CALL

EVALUATE MECHANISM CONTROL
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MECHANISM

DIRECTION

CALL

Service Definition
Decompose capability,

resource, task, business
information and data objects

Layer N
Capabilities, resources, task,
business information and data

objects

Service to Layer N+1

Defined by needed task

Service to Layer N-1

Defined by needed task

Service Flow

Within the layer

Service Driver

Value Drivers

Service Issues

Performance Drivers

Financial Operational

Pain Points

Service Goal

Value Expectations

Service Objective

Service Measure

Strategic
Business Objectives

Critical
Success Factors

Service Performance
Expectations

SAP
Business Goal

SAP
Service Workflow

SAP
Product

SAP
Business Scenario

SAP
Business Objective

SAP
Measurements

Service Level
Agreement

Key
Performance

Indicator

Service
Performance

Indicator

Value Management
GOAL CHAIN PAIN CHAIN

Performance Management SAP Solution Composer & SAP Solution Manager

is set by

is equivalent to

is set by

is set by

Wants
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Application Services

Business Process Information Flow

Business Service FlowBusiness Competency Business Competency

Business Process

Application Services

Data ServicesData Services

Platform Services

Automated Process Services

Infrastructure Services

Business
Service

IT Service

CALL

CONSULT
& FACE

• About me...
• About my...
• Services & Information (chat)

• Inquiring Services
• Intake Services
• Process Services (chat)

• Advisory Services
• Case Management
• Processing Services

Self Service - Tier 1

CLICK

Service Contact Center - Tier 2
BUSINESS SERVICE

IT SERVICE
Advisory & Operations Services - Tier 3

• Business Model
• Business Competency
• Business Service
• Business Service Flow
• Business Task
• Business Process
• Business Process Steps
• Business Process Activities

• Application Task Definition
• Application Service
• Data Task Definition
• Data Service
• Platform Task Definition
• Platform Service
• Infrastructure Task Definition
• Infrastructure Service

Business Service Model

Service Model of IT

SERVICE DESIGNSERVICE DELIVERY

• Mobile Apps
• Text Message (SMS)
• Webportal
• Chat
• Social Media
• E-mail
• Agent
• Mail
• Webservices (application)
• Telephone
• EDI
• TAX
• Broadcast/Interactive

SERVICE CHANNEL

• Client/Customer
• Employee
• Manager
• Partners & Dealers
• Government

SERVICE USER SERVICE CONCEPT/TYPE

• Application Functionality & Service
• Data Flow
• Platform Service
• Infrastructure Components & Service

SERVICE TECHNOLOGY PERSPECTIVE

SUCCESS FACTORS OF
SERVICE MODELLING &

SERVICE ARCHITECTURE

• Business Model
• Core Competitive Factors
• Core Differentiating Factors
• Strategy Map
• Service Type
• Barriers of Change

BUSINESS SERVICE PERSPECTIVE

• Value Map
• Scorecards
• Value Tree
• Value Drivers
• Performance Drivers

SERVICE VALUE PERSPECTIVE

• Transparent Workflow
• Pain Points
• Weakness Clusters
• Service Optimization Need
• Continuous Service Improvement

SERVICE WORKFLOW PERSPECTIVE

ENTERPRISE MODELLERS

ENTERPRISE ENGINEERS

ENTERPRISE ARCHITECTS

BX

Business Analyst

PX

Process eXpert

VX

Value eXpert

IX

Information eXpert

VE

Value Engineer

TE

Technology Engineer

PE

Process Engineer

TS

Test Engineer

QE

Quality Engineer

CE

Change Engineer

SE

Software Engineer

PA

Process Architect

EA

Enterprise Architect

IA

Information Architect

BA

Business Architect

SO

Solution Architect

VA

Value Architect

DA

Data Architect

SA

Service Architect

TA

Technology Architect

SX

Service eXpert

TX

Transformation eXpert Driver, stakeholder or owner

Driver, stakeholder or owner

Driver, stakeholder or owner

Degree of Change:
High

Degree of Change:
Medium/High

Degree of Change:
Low/Medium

Fit Gap & Root Cause Analysis (Needs &
Wants) & Performance & Value Expectations

ANALYZE
Project preparation and blueprint

CONTINUOUS IMPROVEMENT
Optimize and develop

DESIGN
Realization

BUILD
Final preparation

DEPLOY/IMPLEMENT
Go live

RUN/MAINTAIN
Governance
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• Analyze business services, areas and groups
- Analyze Service Area
- Analyze Service Group
- Identify Business Service

• Identify business service objects
- Assess Service Object (Business & Information)
- Collate Service Measurements (Level Agreements)
- Collect Service Rules
- Consider Service Flow (incl. output/input)
- Identify Service Channel

• Discover service construct, tiers and types
- Capture Service Owner
- Clarify Service Roles
- Detain Service Construct (setup & delivery)
- Discover Service Tier (Strategic/Tactical/Operational)
- Discover Service Type (Main/Management/Support)

• Establish business services, areas and groups
- Establish Service Area
- Establish Service Group
- Design Business Service

• Compose business service objects
- Sketch Service Object (Business & Information)
- Compile Service Measurements (Level Agreements)
- Compose Service Rules
- Configure Service Flow (incl. output/input)
- Confirm Service Channel

• Plan service construct, tiers and types
- Plan Service Owner
- Check Service Roles
- Constitute Service Construct (setup & delivery)
- Construct Service Tier (Strategic/Tactical/Operational)
- Craft Service Type (Main/Management/Support)

• Develop business services, areas and groups
- Develop Service Area
- Develop Service Group
- Assemble Business Service

• Systematize business service objects
- Systematize Service Object (Business & Information)
- Secure Service Measurements (Level Agreements)
- Systematize Service Rules
- Pilot Service Flow (incl. output/input)
- Test Service Channel

• Create service construct, tiers and types
- Define Service Owner
- Extend Service Roles
- Shape Service Construct (setup & delivery)
- Create Service Tier (Strategic/Tactical/Operational)
- Formulate Service Type (Main/Management/Support)

• Employ business services, areas and groups
- Employ Service Area
- Employ Service Group
- Execute Business Service

• Complete business service objects
- Initiate Service Object (Business & Information)
- Close Service Measurements (Level Agreements)
- Complete Service Rules
- Conclude Service Flow (incl. output/input)
- Conduct Service Channel

• Carry out service construct, tiers and types
- Apply Service Owner
- Carry out Service Roles
- Deliver Service Construct (setup & delivery)
- Deploy Service Tier (Strategic/Tactical/Operational)
- Employ Service Type (Main/Management/Support)

• Administer business services, areas and groups
- Administer Service Area
- Administer Service Group
- Manage Business Service

• Supervise business service objects
- Audit Service Object (Business & Information)
- Control Service Measurements (Level Agreements)
- Uphold Service Rules
- Exchange Service Flow (incl. output/input)
- Supervise Service Channel

• Manage service construct, tiers and types
- Communicate Service Owner
- Conserve Service Roles
- Govern Service Construct (setup & delivery)
- Handle Service Tier (Strategic/Tactical/Operational)
- Manage Service Type (Main/Management/Support)

• Amend business services, areas and groups
- Adjust Service Area
- Alter Service Group
- Amend Business Service

• Moderate business service objects
- Boost Service Object (Business & Information)
- Correct Service Measurements (Level Agreements)
- Moderate Service Rules
- Diminish Service Flow (incl. output/input)
- Reevaluate Service Channel

• Enhance service construct, tiers and types
- Change Service Owner
- Condense Service Roles
- Enhance Service Construct (setup & delivery)
- Improve Service Tier (Strategic/Tactical/Operational)
- Increase Service Type (Main/Management/Support)
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SERVICE STRATEGY GENERATION

DEMAND MANAGEMENT

SERVICE PORTFOLIO MANAGEMENT

SERVICE ANALYSIS & SCOPING SERVICE PLANNING & DESIGN

SERVICE CATALOG MANAGEMENT

SERVICE LEVEL MANAGEMENT

SUPPLIER MANAGEMENT

CHANGE MANAGEMENT

SERVICE ASSET & CONFIGURATION MGT.

RELEASE & DEPLOY MANAGEMENT

PROBLEM FIXING & REWORK

REPORTING WITH SOLUTION RESULTS

SERVICE VALIDATION & TESTING MGT.

SERVICE DEPLOYMENT

INCIDENT MANAGEMENT

REQUEST FULFILLMENT

EVENT MANAGEMENT

DEPLOYMENT EVALUATION & REPORTING

SERVICE DOCUMENT HANDOVER

POST-IMPLEMENTATION SERVICE AUDIT

SERVICE REPORTING

SERVICE MEASUREMENT

RETURN ON INVESTMENT (ROI)

DEFINE CASE OF CHANGE

Service Improvement Plan

Policy & Rules

Value Reference Framework

Service Level Package

Develop Offerings
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Develop Strategic Assets

Service Performance Reports

Monitoring & Action

Resolve & Restore

Early Life Support

Test & Redeploy

Service Level Support

Service Build PackageService Design Package

Negotiate & Agree

Design Solution

Verify

Optimize Risk

BUILD VALUE CASE

Value Audit 1
- Evaluate service
- Optimize service portfolio and provisioning
- Analyze service investments
- Analyze variable cost dynamics (VCD)

1 2 3Value Audit 2
- High level schedule established
- Consolidated list of approved services
- Commit to defined quality goals

Value Audit 3
- Evaluate predicted performance
- Evaluate actual performance
- Service performance reporting

Value Audit 4
- Evaluate predicted performance
- Evaluate actual performance
- Service performance reporting

Value Audit 5
- Evaluate predicted performance
- Evaluate actual performance
- Service performance reporting

21
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4 5 Value Audit 6
- Continual service improvement policies and plans
- Corporate and IT vision, mission, goals and objectives
- Critical success factors (CSF)
- Key performance indicators (KPI) and metrics
- Service level targets
- Balanced scorecard
- SWOT analysis
- Service improvement plans (SIP)
- Business case
- Reporting policies and rules
- Reports

6
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Quality Gate 1
a) Service Strategy Generation

- Determine service perspective
- Shape a position and construct a plan
- Adopt patterns of action
- Define the market and develop offerings
- Develop strategic service assets
- Prepare for execution

b) Demand Management
- Analyze and codify patterns of business activity

(PBA)
- Match user profiles (UP)
- Develop service packages
- Define service level packages

c) Service Portfolio Management
- Define, analyze, approve and charter

1 Quality Gate 2
a) Service Catalog Management

- Agree about service definition and contents
- Produce and maintain service catalog
- Interface with stakeholders

b) Service Level Management
- Determine requirements and make SLA’s
- Monitor and report
- Improve customer satisfaction
- Conduct service review
- Revise SLA’s and underpinning agreements
- Develop relationships
- Maintain templates

c) Supplier Management
- Evaluate and establish
- Categorize suppliers and maintain SCD
- Manage performance and renew/terminate

Quality Gate 3
a) Change Management

- Create and record request for change (RFC)
- Review RFC and assess/evaluate change
- Authorize change and plan for updates
- Coordinate change implementation
- Review and close change

b) Service Asset & Configuration Management
- Management and planning
- Configuration identification and control
- Status accounting and reporting
- Verification and audit

c) Problem Fixing & Rework
- Plan and prepare build and test
- Testing and pilots
- Transfer, deploy, retire
- Review and close

Quality Gate 4
a) Service Deployment

- Define transition strategy
- Prepare for service transition
- Plan and coordinate
- Service transition
- Provide administration and advisory
- Monitor and report progress

b) Release & Deploy Management
- Plan deployment of release package
- Prepare for build, test and deployment
- Build and test service and conduct pilot
- Plan and prepare for deployment
- Perform transfer, deployment and retirement
- Verify deployment and support early life
- Review and close deployment
- Review and close service transition

c) Service Validation & Testing Management
- Manage validation and test
- Plan and design tests
- Verify test plan and test designs
- Prepare test environment
- Perform tests
- Evaluate exit criteria and report
- Clean up test environments and close

Quality Gate 6
a) Service Reporting

- Define reporting policies and rules
- Collate
- Translate and apply
- Publish

b) Service Measurement
- Develop a service
- Measurement framework
- Define what to measure
- Set targets
- Create a measurement framework grid
- Interpret and use metrics
- Create scorecards and reports

Quality Gate 5
a) Event Management

- Generate event notification
- Detect event
- Filter event
- Categorize event
- Correlate events
- Trigger response
- Select response
- Review actions
- Close event

b) Incident Management
- Identify and log incident
- Categorize incident
- Prioritize incident
- Carry out initial diagnosis
- Escalate incident
- Investigate and diagnose incident
- Resolve and recover incident
- Close incident

c) Request Fulfillment
- Select and input details of service request
- Approve service request
- Fulfill service request
- Close service request

2a

2b

2c

1a

1b

1c

3a

3b

3c

4b

4a

5a

5b

5c

6b

6a

4c

2 3 4 5 6
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Companies make two important choices in the design of their Tiered Service Operating Model:
1) How standardized their business services should be across the tiers.
2) How integrated their business services should be across those tiers.

A Tiered Service Operating Model breaks the “tiered service machinery” down to its logical and natural operating 
components and deploys the appropriate business strategy, business architecture and service flow analysis, and 
thereby service design techniques for each tier in order to deliver better value.

Tiered Service Example:
 • Coordination - The nature of unique business services require low business service standardization but high

business service integration, this will ensure a consistent service flow.
 • Unification - The nature of complex businesses services requires both high business service standardization and

high business service integration. This would enable the organization to deliver better service consistency and 
enables an organization to have a higher level of replication and consistent integration.

 • Diversification - The nature of strategic  business services e.g. visioning, strategic direction, business planning,
makes the services more diversified from the rest of the Service Operating Model, therefore the strategic services 
require low business service standardization and low business service integration.

 • Replication - In order to have a high level of replication, the nature of simple business services require high business
service standardization but low business service integration. The goal is full standardization through classification, 
simplification, automation which would enable the organization to move existing unique and very complex services 
as well as hybrid and complex services to more replicated and thereby simple services.

Strategy
(Goal)

Planning
(Objective)

Forecasting
(Objective)

Budget
(Objective)

Value Management
(Measure)

Governance
(Control)

Business Role
(Actor)

TIER 3 TIER 2

TIER 4

TIER 5

TIER 1

Business Function
(Unique Services)

Processing
(Unique Transactions)

Processes
(Very Complex Tasks)

Service Delivery
(Client Experience)

Measurement
(Measure)

Business Role
(Actor)

Business Function
(Complex Services)

Processing
(Complex Transactions)

Processes
(Complex Tasks)

Service Delivery
(Client Experience)

Measurement
(Measure)

Business Role
(Actor)

Business Function
(Simple Services)

Processing
(Simple Transactions)

Processes
(Simple Tasks)

Process Management
(Task & Activity Management)

Process Management
(Task & Activity Management)

Process Management
(Task & Activity Management)

Service Delivery
(Client Experience)

Measurement
(Measure)

Policies
(Function)

Evaluation and/or Audit
(Control)

Monitoring
(Control)

Guidelines
(Control)

Procedures
(Control)

Standards
(Control)

Performance Management
(Measure)

Service ProviderService Owner Service ConsumerLEAD Meta ModelProvider #Tier Consumer #

Definition
Simple Services refers to functions, processing, transactions, tasks and cases that are:
 • Standard
 • Repeatable
 • Static
 • Simple
 • Plain
 • Easy
 • Straightforward
 • Fixed

Operational Service Aspects
Tier 1 services (Simple Services) with low value potential, but with cost cutting potential since it is within the non-core 
competencies (supporting services) of the organization. The goal is full standardization through classification, simplifi-
cation and automation which will enable the organization to move existing Tier 3 services as well as Tier 2 to Tier 1. High 
level of standardization on Tier 1 will enable the organization to have a higher level of replication and automation.

Delivery Channel
Channel Services within Tier 1 (no requirements to keep reference document (compliance)):
 1. Very high level of click enablement (e.g. intranet self-service, mobile for Information on the web and web

application services).
2. Low level of call center interaction (e.g. telephone for simple requests and support).
3. Very low level of consult interaction (e.g. in-person, via phone, video conference for simple requests and support).

Operating & Service Automation Aspects
 • IT Service Implementation Strategy: High level of automation with vanilla (best practice).
 • Operating Model: Standardized and replicated.
 • Service Governance: Governance guidelines to enable procedures monitoring.
 • Service Reporting: Reports and cockpits to enable higher monitoring need.
 • Service Level Agreements: Strategic KPI' linked to Critical Success Factors and Strategic Business Objectives.
 • Value Management: Service Drivers need to be interlinked with Strategic Business Objectives and Critical Success

Factors.
 • Risk Management: Low, based on simplicity of services.
 • Service Drivers: Cost cutting (transaction, task, processing and human-based cost cutting).
 • BPM need: Optimization.
 • OCM need: Low to medium.

Definition
Complex Services refers to functions, processing, transactions, tasks and cases that are:
 • Multi-faceted
 • Comprehensive
 • Wide-ranging
 • Widespread
 • Broad
 • Challenging
 • Moving
 • Complex

Operational Service Aspects
Tier 2 services (Complex Services) has a medium to high performance potential, but low to medium value potential that 
support the core critical services (main services) of the organization. Medium value potential, but high cost potential 
when pain points (organizational bottlenecks) are transformed.

The goal is to standardize as much as possible, and even though the complex nature of these services, this would 
enable the organization to move Tier 3 services (Unique Services) to Tier 2 services (Complex Services) and possibly to 
Tier 1 (Simple Services). Standardization on Tier 2 will enable better service consistency and enables an organization to 
have a higher level of replication.

Delivery Channel
Channel Services within Tier 2 (some requirements to keep reference document (compliance)):
 1. High Level of click enablement (e.g. intranet self-service, mobile for Information on the web and web application

services).
 2. Medium level of call center interaction (e.g. telephone for simple requests and support).
 3. Low level of consult interaction (e.g. in-person, via phone, video conference for complex requests and support).

Operating & Service Automation Aspects
 • IT service implementation strategy: Industry Vanilla (Best Practice) with identification of pain points (organizational

bottlenecks).
 • Service Governance: Reports and cockpits to enable higher monitoring need.
 • Service Level Agreements: Operational KPI's linked to replication and unification performance needs linked to

Critical Success Factors and Strategic Business Objectives.
 • Value Management: Service Drivers are based on Performance Drivers interlinked with Value Drivers.
 • Risk Management: Medium, based on the complex nature of services and the attached pain points (organizational

challenges).
 • Service Drivers: Performance Drivers and cost cutting (human-based cost cutting).
 • BPM need: Service Effectiveness & Service Efficiency.
 • OCM need: Medium to high.

Definition
Unique Services refers to functions, processing, transactions, tasks and cases that are:
 • Dynamic
 • Vibrant
 • Problematical
 • Convoluted
 • Difficult 
 • Hard
 • Tricky
 • Intricate
 • Complicated

Operational Service Aspects
Tier 3 services (Unique Services) are often very complex and dynamic with high customer satisfaction value potential, 
but with this a just as high innovation need to continuously support the core critical services of Tier 3 (decision making 
services) of the organization.

Despite the unique and dynamic nature of the services, the goal is to integrate as much as possible with Tier 2 and Tier 
1 in order to have a consistent service flow. Integration and unification on Tier 3 will enable better service consistency 
and enables an organization to have a higher level of specification and subject matter expertise as needed.

Delivery Channel
Channel Services within Tier 3:
 1. Low level of click enablement (e.g., intranet self-service, mobile for Information on the web and web application

services).
 2. High level of call center interaction (e.g., telephone for simple requests and support).
 3. High level of consult interaction (e.g., in-person, via phone, video conference for unique requests and support).

Operating & Service Automation Aspects
 • IT Service Implementation Strategy: Vanilla (best practice) with own practice with identification of weakness

clusters and value clusters.
 • Service Governance: Cockpits and dashboards to enable higher monitoring need.
 • Service Level Agreements: Operational KPI's linked to unification and coordination value and performance needs

linked to Critical Success Factors and Strategic Business Objectives.
 • Value Management: Service Drivers are based on Value Drivers interlinked with Performance Drivers.
 • Risk Management: High, based on unique and or dynamic nature of services and the attached weakness cluster

(organizational bottlenecks).
 • Service Drivers: Performance Drivers and Value Driver (human-based cost cutting).
 • BPM need: Service Innovation (effectiveness and service efficiency).
 • OCM need: High, due to the dynamic nature of the services.

Definition
Tactical Services refers to business functions and tasks that deliver service:
 • Advice & Direction
 • Support
 • Guidelines
 • Control
 • Governance
 • Oversight
 • Audit

Tactical Service Aspects
Tier 4 (Tactical Services) is the service tier where both strategic advice is given to tier 5 as well as operational advice to 
Tier 1, 2 and 3. Tier 4 is also responsible for policy interpretation, policy guildelines, procedures and service standards 
as well as monitoring, evaluations, audits and reporting.

Execution of these tactical services requires control, governance and advisory capabilities. The nature of strategic 
advice given to tier 5 makes the services more diversified, while the operational advice given to Tier 1, 2 and 3 makes 
them more coordinated, unified and replicated (depending on tier).

Delivery Channel
Channel Services within tier 4:
 1. High level of automation and click enablement (e.g. reporting, monitoring and evaluation).
 2. Lower level of call center interaction (e.g. expertise tactical and support).
 3. Medium level of consult interaction (e.g. in-person, via phone, video conference for tactical requests and

support).

Operating & Service Automation Aspects
 • IT Service Implementation Strategy: Vanilla (Best Practice) with own practice with identification of reporting,

monitoring, evaluation and audit needs.
 • Service Reporting: Scorecards and dashboards to enable multi-criteria decision making and reporting.
 • Service Level Agreements: All KPI's are linked at this level to the Critical Success Factors and Strategic Business

Objectives of the organization.
 • Value Management: Performance as well as Value Governance is done at this level.
 • Risk Management: Low to medium, based on the level of tactical and controlling and measuring nature of this tier.
 • Service Drivers: Human-based control need through Service Performance and Value Drivers.
 • BPM need: Service Monitoring, Evalution & Audit Efficiency & Effectiveness.
 • OCM need: Low to medium, due to the controlling nature of the services.

Definition
Strategic Services refers to business functions and tasks that deliver services around:
 • Strategy Interpretation
 • Strategic Direction
 • Business Goals
 • Business Objectives

Strategic Service Aspects
Tier 5 (Strategic Services) is the service tier where the goals and objectives of the organization are developed. This tier 
sets the direction for the rest of the tiers. The nature of strategic envisioning, strategic direction, business planning and 
multi-criteria decision making makes the services more diversified from the rest of the Tiered Service Operating 
Model.

Delivery Channel
Channel Services within tier 5:
 1. Medium level of automation and click enablement (e.g. business forecasts, budgets, value managment reports,

monitoring and evaluation).
 2. No call center interaction.
 3. No consult interaction.

Operating & Service Automation Aspects
 • IT Service Implementation Strategy: Vanilla (best practice) with own practice with identification of reporting,

monitoring, evaluation and audit needs.
 • Service Reporting: Scorecards and dashboards to enable multi-criteria decision making and reporting.
 • Service Level Agreements: All KPI's are linked at this level to the Critical Success Factors and Strategic Business

Objectives of the organization.
 • Value Management: Performance Governance and Value Governance is done at this level.
 • Risk Management: Low to medium, based on the level of expertise and controlling and measuring nature of the

tier.
 • Service Drivers: Human-based control need through Service Performance and Value Drivers.
 • BPM need: Service Monitoring, Evalution & Audit Efficiency & Effectiveness.
 • OCM need: Low to medium, due to the controlling nature of the services.
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Strategic Services (Service Planning)

Tactical Services (Service Planning)

Operational Services (Service Delivery)Standardization & Integration of Business Services Across Tiers

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)

Strategy & Planning Tier 5
Strategic Services

Strategy (S) Strategy (S)
Plan (S)
Forecast (S)
Value Management (S)
Budget (S)
Policy (T)
Communication (T)

Goal

Plan (S)

1

2 Plan (S)
Forecast (S)
Budget (S)
Policy (T)
Measurements (T)
Administration (T)
Communication (T)
Operational Planning (O)

Objective

Forecast (S) Plan (S)
Forecast (S)
Budget (S)
Measurements (T)

Objective

Value Management (S) Measure Strategy (S)
Plan (S)
Forcast (S)
Budget (S)
Reporting (T)
Measurements (T)
Performance Management (T)

Budget (S) Plan (S)
Forecast (S)
Budget (S)
Reporting (T)
Measurements (T)
Administration (O)
Operational Planning (O)

Objective

3

4

5

1
2
3
4
5

11
15

2
3
5

11
13
14
15
20

2
3
5

13

1
2
3
5
9

13
16

2
3
5
9

13
18
20

Strategic Oversight & Governance Tier 4
Expertise Services

Monitoring (T) Reporting (T)
Evaluation and/or Audit (T)
Policy (T)
Performance Management (T)
Risk Management (T)

Control

Reporting (T) Plan (S)
Evaluation and/or Audit (T)
Communication (T)
Performance Management (T)
Risk Management (T)

Function

Evaluation and/or Audit (T) Performance Management (T)
Risk Management (T)

Control

Policy (T)
(includes policies, rules, principles,
frameworks)

Strategy (S)
Plan (S)
Strategic Advice (T)
Strategic Guidance & Compliance (T)
Procedures (T)
Measurements (T)
Communication (T)
Performance Management (T)
Risk Management (T)

Function

Procedures (T)
(includes procedures, standards,
guidelines, methods)

Administration (T)
Communication (T)
Performance Management (T)
Process Management (O)

Control

Measurements (T) Monitoring (T)
Evaluation and/or Audit (T)
Performance Management (T)
Risk Management (T)

Measure

Service Planning Management Administration (T) Plan (S)Function

Communication (T) N/AFunction

Performance Management (T) Plan (S)
Value Management (S)
Monitoring (T)
Reporting (T)
Evaluation and/or Audit (T)
Measurements (T)
Administration (T)
Process Management (O)

Measure

Risk Management (T) Value Management (S)
Reporting (T)

Control

8

9

10

11

12

13

14

15

16

17

9
10
11
16
17

2
10
15
16
17

Strategic Advice (T) Plan (S)
Forecast (S)
Value Management (S)
Budget (S)
Policy (T)

Function

Strategic Guidance & Compliance (T) Issue Management (O)
Evaluation and/or Audit (O)
Operational Advice and/or Guidance (O)
Operational Guidance & Compliance (O)

Control

6

7

2
3
4
5

11

19
24
27
28

16
17

1
2
6
7

12
13
15
16
17

14
15
16
21

8
10
16
17

2

N/A

2
4
8
9

10
13
14
21

4
9

Service Delivery Management Tier 3
Unique Services

Tier 2
Complex Services

Tier 1
Simple Services

Administration (O) Operational Planning (O)Function

Issue Management (O) Evaluation and/or Audit (T)
Monitoring (O)
Reporting (O)
Procedures (O)

Function

Operational Planning (O) Administration (O)
Operational Advice and/or Guidance (O)
Processing (O)

Objective

Process Management (O) Administration (O)
Processing (O)

Function

Monitoring (O) Evaluation and/or Audit (T)
Performance Management (T)
Process Management (O)
Reporting (O)
Evaluation and/or Audit (O)
Measurements (O)
Procedures (O)
Operational Guidance & Compliance(O)

ControlOperational Oversight & Governance

Reporting (O) Evaluation and/or Audit (T)
Operational Planning (O)
Evaluation and/or Audit (O)
Procedures (O)
Operational Guidance & Compliance (O)

Function

Evaluation and/or Audit (O) Evaluation and/or Audit (T)
Operational Planning (O)
Reporting (O)
Measurements (O)
Operational Guidance & Compliance (O)

Control

Measurements (O) Monitoring (T)
Evaluation and/or Audit (T)
Performance Management (T)
Reporting (O)
Evaluation and/or Audit (O)
Procedures (O)
Operational Guidance & Compliance (O)

Measure

Procedures (O) Evaluation and/or Audit (T)
Administration (O)
Process Management (O)
Operational Guidance & Compliance (O)
Processing (O)

Control

Processing

Operational Advice and/or Guidance (O) Issue Management (O)
Operational Planning (O)
Processing (O)

FunctionOperational Advice & Guidance

Operational Guidance & Compliance (O) Issue Management (O)
Operational Planning (O)
Reporting (O)
Evaluation and/or Audit (O)
Measurements (O)
Processing (O)

Control

Processing (O)

18

19

20

21

22

23

24

25

26

27

28

29 Administration (O)
Monitoring (O)
Measurements (O)

20

10
22
23
26

18
27
29

18
29

10
16
21
23
24
25
26
28

10
20
24
26
28

10
20
23
25
28

8
10
16
23
24
26
28

10
18
21
28
29

19
20
29

19
20
23
24
25
29

18
22
25

Function

Service Modelling Architecture on the Strategic Level

Service Modelling Architecture on the Tactical Level

Service Modelling Architecture on the Operational Level

Tier 4: Tactical Services

Tier 5: Strategic Services

INTEGRATION

STANDARDIZATION

High

Low

Coordination

Diversification

Unification

Replication

High

Low

COORDINATION

DIVERSIFICATION REPLICATION

UNIFICATION

Tier 3:
Unique Services

Drivers:
Value

BPM needs:
Innovation Effectiveness

& Efficiency

Tier 5:
Strategic Services

Drivers:
Goals & Objectives

BPM needs:
Innovation

Tier 1:
Simple Services

Drivers:
Cost cutting

BPM needs:
Optimization

Tier 2:
Complex Services

Drivers:
Performance

BPM needs:
Effectiveness & Efficiency

Tier 4:
Tactical Services

Drivers:
Performance & Value

Governance

BPM needs:
Monitoring & Control
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SERVICE STANDARDIZATIONLOW HIGH

Business
Competencies

Business
Value

Strategy Map

Scorecards

Value Map

Operating Model

Value Drivers

Performance Drivers

Measurements

Alignment of
Business & IT

Services

SERVICE MODEL

Business Design IT Design

BUSINESS ALIGNMENT IT ALIGNMENT

IT
Competencies

Business
Services

IT
Services

Business
Planning / Budgeting

Financial Asset Planning PRM Plan

Building / Facility
Management

Treasury Planning

BUSINESS
MANAGEMENT

SUPPORT

PRODUCT
PORTFOLIO

MANAGEMENT

STRATEGIC

TACTICAL

RELATIONSHIP
ACQUISITION

RELATIONSHIP
MANAGEMENT

Market Plan Operations Planning

CRM Plan

Product Planning

Portfolio Strategy

Claims Management
Planning

Catastrophe Planning

Operations Tactical

Document Production & Retention

Product Tracking

Policy Processing

Product Setup
& Maintenance

CLAIMS
PROCESSING &
FULFILLMENT

Claim Litigation
Management

Loss Reserve
Philosophy

Fraud Management

Claims Evaluation

Claims Processing

Vendor Tracking

Bulk Reserving

Brand Tracking

Auditing

Building / Facility
Tracking

GL

AR

IT

Compliance

A/P

H/R

Building / Facility

Vendor Terms,
Administration / Pricing

Campaign Management

Claims Investigation

Recoverables
- Third Party Collections

Fraud Identification

Salvage & Subrogation

Settlement

Sales Workbench

Customer Information
Acquisition

Compensation Program

Correspondence
Distribution Billing

Customer Information
Profile

Customer Information
Contact

Advisory Services

Reinsurance Program

Underwriting Decisioning

Product Maintenance Collection / Returns

Product Development

Rating

Market Segment
Analysis

Sales Programs

Producer Portfolio
Analysis

Correspondence
Management

Channel Management

Business Model:
Insurance (P&C)

Collection TacticalPricing & Reserving
Analysis

OPERATIONAL

= Core Competitive = Core Differentiated = Value Opportunity = Performance Opportunity
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Security & ComplianceComposition & De-Composition of Network Solution - Layered Architecture Governance

In
te

gr
at
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n

D
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a

Data Access

Service
Mediation

Webbrowser
(HTML)

H2A
Orchestration

Mobile
Device

Master Data

Messaging

Process
Component

A2A
Orchestration

User Interface
Process

Transactional
Data

Application
Service

Application
Service

Application
Entity

Application
Entity

Application
Component

Application
Component

File Transfer

Business
Object

H2H
Collaboration

User Interface

Role

Business
Rules

B2B
Choreography

Portal

Thin Client

Composit Applications

A-Synchronous CommunicationSynchronous
Communication Common

Data Structure Data StorageData Access

Buy Build

Rich Client

Orchestrated

Aggregated
Data

Unstructured
Data

Structured
Data

Broker

Workstation Compliancy

User
Management

Authorisation

Authentication

Single
Sign On

Principal
Propagation

Logging

Auditing

Service
Repository

Service
Policy

Service
Registry

Performance
Management

Business Activity
Monitoring

System
Management

System
Monitoring

Test
Management

Archiving

Change
Management

Configuration
Management

Batch
Management

Encryption
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Business Model
(Value Chain view)

Business Model

BUSINESS SERVICE ORCHESTRATION IT SERVICE ORCHESTRATION

Operational
Business Model

Services Automatization

Services Workflow

Services Interfacing

Business Process Area
(function)

Process Group

Process Step

Process Activity

Business Process

D
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C
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M
PO
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TI

O
N

Infrastructure

Technology
Component

Platform Service

Data

Application Service

Task

Application
Component

VALUE REFERENCE FRAMEWORK: Driver, Goal, Objective, Performance Indicator, Value & Performance Expectation, Value & Performance Driver, Value Proposition

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

SERVICE REFERENCE FRAMEWORK: Service Construct, Service Delivery, Main Service, Supporting Service, Service Provider, Service Consumer, Service Tiers

CLOUD REFERENCE FRAMEWORK: Cloud Goal, Cloud Service, Cloud Security, Cloud Integration, Cloud Standardization

PROCESS REFERENCE FRAMEWORK: Business Process, Process Step, Process Activity, Management Process, Main Process, Supporting Process

APPLICATION REFERENCE FRAMEWORK: Application Feature, Application Function, Application Service

DATA REFERENCE FRAMEWORK: Data Service

PLATFORM REFERENCE FRAMEWORK: Platform Service

INFRASTRUCTURE REFERENCE FRAMEWORK: Infrastructure Service

INFORMATION REFERENCE FRAMEWORK: Information Service, Information Security, Information Integration, Information Standardization

LEADING PRACTICE FRAMEWORKS


