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Background	
  



What’s	
  a	
  Service?	
  



What’s	
  a	
  Service?	
  



Governance	
  

¥  The	
  word	
  !"#$%&'&($	
  derives	
  from	
  the	
  Greek	
  
verb	
  κυβερνάω	
  [)*+$%&,"]	
  which	
  means	
  -".
/-$$%	
  and	
  was	
  used	
  for	
  the	
  first	
  Zme	
  in	
  a	
  
metaphorical	
  sense	
  by	
  Plato.	
  

¥  What	
  informaZon	
  will	
  you	
  use	
  and	
  what	
  
acZviZes	
  will	
  you	
  undertake	
  to	
  define	
  how	
  you	
  
‘steer’	
  your	
  business?	
  



Governance	
  Data	
  is	
  the	
  input.	
  	
  
Value	
  is	
  the	
  output.	
  

¥  Data	
  or	
  evidence	
  relaZng	
  to	
  your	
  business	
  performance	
  

¥  Data	
  or	
  evidence	
  relaZng	
  to	
  understanding	
  your	
  customers	
  

saZsfacZon	
  

Collect	
  the	
  
informaZon	
  

Analyze	
  
areas	
  for	
  

improvement	
  
Take	
  acZon	
   VALUE	
  



Governance	
  Data?	
  

¥  InformaZon	
  on	
  !"#$%&"'("#)*#+,-&"'against	
  key	
  

metrics	
  

¥  InformaZon	
  on	
  key	
  %!!."! 	
  and	
  #%!/!	
  –	
  on	
  Shared	
  

Service	
  and	
  Client	
  side	
  

¥  InformaZon	
  on	
  &.!0*+"#'!,1!),&1*-'

¥  InformaZon	
  on	
  &*!0'



Why	
  Do	
  I	
  have	
  SLAs?	
  



You	
  Get	
  What	
  You	
  Measure…	
  

So	
  you	
  becer	
  measure	
  what	
  you	
  want!	
  



We	
  have	
  Regulatory	
  Requirements	
  

¥  MIFID	
  
¥  Solvency	
  II	
  
¥  TelecommunicaZons	
  

¥  Government	
  Purchasing	
  



Because	
  we	
  need	
  to	
  know	
  how	
  our	
  
providers	
  are	
  performing	
  



To	
  World	
  Class…..	
  

What	
  is	
  the	
  "$%2"-&"	
  telling	
  
you?	
  



Back	
  to	
  the	
  problem….	
  

How	
  do	
  we	
  improve	
  
Governance?	
  



Pathway	
  to	
  becer	
  SLA	
  
Management	
  

Excel	
   Online	
  /	
  
Workflow	
   Automated	
  



ServiceFrame	
  

SLA	
  	
  
Catalogue	
  

Real	
  Time	
  
ReporZng	
  

Manual	
  ReporZng	
  

Automated	
  
ReporZng	
  

Risk	
  	
  and	
  Issue	
  
ReporZng	
  

W
orkflow

	
  
W
eb	
  Services	
  

A
ggregaZon	
  and	
  A

nalysis	
  

Dashboards	
  

Alerts	
  

Reports	
  

Comparisons	
  



Future	
  



Summary	
  

Online	
  Dashboards	
  
for	
  all	
  Metrics,	
  Risks,	
  
Issues	
  and	
  AcZons	
  

Workflow	
  engine	
  to	
  
report	
  on	
  metrics	
  &	
  
manage	
  issues	
  and	
  

risks	
  

Rapid	
  Low	
  Cost	
  
Deployment	
  

	
  -­‐	
  

Ongoing	
  audit	
  trail	
  of	
  
performance	
  

ServiceFrame	
  

ServiceFrame gathers 
information on performance 
and risk in Shared Services. 
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