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= The four dimensions represent a holistic approach to service management, and
organizations should ensure that there is a balance of focus between each dimension. The
impact of external factors on the four dimensions should also be considered. All four
dimensions and external factors that affect them should be addressed as they evolve,
considering emerging trends and opportunities. It is essential that an organization's SVS
is considered from all four dimensions, as the failure to adequately address or account for
one dimension, or an external factor, can lead to sub-optimal products and services.
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Organization and People

= The organization and people dimension of a service covers:
v" Roles and responsibilities
v Formal organization structures
v’ Culture and required staffing and competences

= QOrganization needs a culture that supports its objectives, and the right level of capacity

and competence among its workforce
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People include:
v' Customers,
v Employees of suppliers
v Employees of the service provider
v Any other stakeholder in the service relationship
The way in which an organization carries out its work that creates shared values and
attitudes, which over time are considered the organization's culture. As an example, it is
useful to promote a culture of trust and transparency in an organization that encourages
its members to raise and escalate issues and facilitate corrective actions before any issues
have an impact on customers. Adopting the ITIL guiding principles can be a good
starting point for establishing a healthy organizational culture.
Attention should be paid not only to the skills and competencies of teams or individual
members, but also to management and leadership styles, and to communication and
collaboration skills. As practices evolve, people also need to update their skills and
competencies. It is becoming increasingly important that people understand the interfaces
between their specialization and roles and those of others in the organization, to ensure
proper levels of collaboration and coordination.
It is important that every person in the organization has a clear understanding of their
contribution towards creating value for the organization, it customers and other
stakeholders. One effective method of breaking down organizational silos is to promote a
focus on the common objective of facilitating value creation for the organization.
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Information and Technology

= |n the context of SVS this dimension includes
v The information and knowledge necessary for service management
v As well as the technologies required
= |nthe context of a specific IT service, this dimension includes
v The information created, managed and used in the course of service provision and
consumption, and
v’ The technologies that support and enable that service
= In relation to the information component of this dimension, organizations should
consider:
v" What information is managed by the service?
v What supporting information and knowledge in needed to deliver and manage the
service?
v" How will the information and knowledge assets be protected, managed, archived
and disposed of?
= Another key consideration in this dimension is how information is exchanged between
different service and service components. The information architecture of the various
service should be well-understood and continually optimized, considering such criteria as
the availability, reliability, accessibility, timeliness, accuracy and relevance of the
information provided to users and exchanged between services
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Partners and Suppliers

= This dimension encompasses
v" An organization's relationships with other organizations
v' Contracts and other agreements between the organization and its partners or
suppliers.
= Relationships between organizations
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Form  of outputs Responsibility  Responsibility  Level of formality Examples

cooperation for outputs for outcomes
Goods Goods Supplier Customer Formal supply | Procurement of
supply supplied contract/invoices computers
phone
Service Service Provider Customer Formal agreements | Cloud
delivery delivered and flexible cases | computing
Service Values Shared between | Shared between | Shared goals, | Employee
partnership | co-created | provider and | provider and | generic onboarding
customer customer agreements, (shared HR&
flexible case-based | IT)
arrangement

= Relationships between organizations may involve carious levels of integration and
formality. This ranges from formal contracts with clear separation of responsibilities, to
flexible partnerships where parties share common goals and risks, and collaborate to
achieve desired outcomes.

= |t is important to note that the forms of cooperation described in the table above are not
fixed and distinctive but exist as a scale. An organization acting as a service provider will
have a position on this scale, which will vary depending on their strategy and objectives
for customer relationships. Likewise, when an organization acts as a service consumer,
the role it takes on will depend on its strategy and objectives for sourcing and supplier
management.

= Factors that may influence an organization's strategy when using suppliers include:

Strategic focus

Corporate culture

Resource scarcity

Cost concerns

Subject matter expertise:
¢+ External constraints
%+ Demand patterns
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Value Streams and Processes

= Value Stream — A series of steps an organization undertakes to create and deliver
products and services to consumers
= Processes — A set of interrelated or interacting activities that transform inputs into
outputs.
v This dimension is concerned with how the various parts of the organization work

in an integrated and coordinated way to enable value creation through products
and services

Identifying and understanding the various value streams is critical

Value streams should be defined by organizations for each of their products and
services

Value stream optimization may include process automation or adoption of
emerging technologies and ways of work to gain efficiencies or enhance user
experience

= QOrganizations should examine how they perform work and map all the value streams they
can identify. This will enable them to analyses their current state and identify any barriers
to workflow and non-value-add activities, i.e. waste. Wasteful activities should be
eliminated to increase productivity.
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= The dimension focuses on what activities the organization undertakes, and how they are
organized, as well as how the organization ensures that it is enabling value creation for all
stakeholders efficiently and effectively.
= Depending on the organization's strategy, value streams can be redefined to reach to
changing demand and other circumstances, or remain stable for a significant amount of
time. In any case, they should be continually improved to ensure that the organization
achieves its objectives in an optimal way.
= |TIL give organizations acting as service providers an operating model that covers all the
key activities required to effectively manage products and services. The service value
chain operating model is generic; however, in practice it can follow different patterns.
These patterns within the value chain operation are called value streams.
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PESTLE

= This represent the factors that constrain or influence how a service provider operates.
= Collectively, these factors influence how organizations configure their resources and
address the four dimensions of service management.
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Political: these factors determine the extent to which a government may influence the
economy or a certain industry. For example, a government may impose a new tax or duty
due to which entire revenue generating structures of organizations might change.
Economic: These factors are determinants of an economy's performance that directly
impacts a company and have resonating long term effects. For example, a rise in the
inflation rate of any economy would affect the way companies' price their products and
Services.

Social: These factors scrutinize the social environment of the market, and gauge
determinants like cultural trends, demographics, population analytics etc. an example for
this can be buying trends for Western countries like the US where there is high demand
during the Holiday season.

Technological: These factors pertain to innovations in technology, that may affect the
operations of the industry and the market favorably or unfavorably.

Legal: These factors have both external and internal sides. There are certain lays that
affect the business environment in a certain country while there are certain policies that
companies maintain for themselves.

Environmental: These factors include all those that influence or are determined by the
surrounding environment. This aspect of the PESTLE is crucial for certain industries
particularly for example tourism, agriculture etc.
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