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Business Value Dials Metrics
Objectives
Dynamic Service Ease of Service Consumption Reduced Time to Market
Provisioning Reduction in human assistance for
configuration required to consume service if
manual
Dependability Availability
Mean time to recover
Resilience
Flexibility reduction in customisation and intervention
required to adapt services, interfaces and to
facilitate consumption
Efficiency Energy Efficiency Reduction in energy related costs incurred :

direct energy costs and utility costs
Reduced Cost per unit of work

Technical Efficiency

Reduction in technical costs incurred :
licensing, engineering and configuration
overhead of applications

Operational Efficiency

Reduction in operational overhead :
configuration, problem resolution, general
management.

Transparent Service
Management

End2End manageability

increased visibility - scope and precision -
and control (or decreased cost of control) for
full scope of services from consumed to
provided.

Service Governance

improved robustness and decreased cost of
governance objectives : change
management, auditable logging, access
control.

Agility

Reduction in time taken / effort required to
reconfigure services and service lines in
response to customer demand trends.

5 21 #

Business
Objectives

Value Dials

Metrics

IT Enabling the
Enterprise

Agility

reduction in time taken / effort required to
reconfigure services and service lines in
response to customer demand trends.

Dependability

Service availability,

mean time to recover,
resilience,

privacy and data security.
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Automated Response

Reduction in issues not requiring escalation
(automated)

reduction in effort to finally resolve
escalations (semi or non automated)

IT Efficiency

Agility

reduction in time taken / effort required to
reconfigure services and service lines in
response to customer demand trends.

Energy Efficiency

reduction in energy related costs incurred :
direct energy costs and utility costs

Utilisation Efficiency

average utilisation across live server capacity
/ network

average deviation from targeted optimum
utilisation

Cost effectiveness

total spend per unit revenue

Operational costs

reduction in operational overhead :
customisation, configuration, problem
resolution, general management.

Governance -
investment and
technology adoption

Control of resources

improved robustness and decreased cost of
governance objectives : change
management, auditable logging, access
control.

Fine grained investment
planning for optimal business
result

Precise alignment of infrastructure
investment profile to revenue generating
business processes.

precise correlation of investment
requirements relative to achievement of
business objectives

4 < 5
5 4 (., ?@
Business Value Dials Metrics
Objectives
Service Market Opportunity % confidence in extrapolating trial results for
Infrastructure new services, in determining demand and
profitability for new services.
Efficiency % reduction in engineering, operational,
technical and energy costs
Scalability % reduced cost and effort to scale out

services
ability to scale out services dynamically

Systematic Planning

judged improvement in delivery / reduction in
cost of service delivery as a result of
systematic planning

Dynamic Adjustment

reduction in time taken / effort required to
reconfigure services and service lines in
response to customer demand trends.

Service Creation

Market Opportunity

% confidence in extrapolating trial results for
new services, in determining demand and
profitability for new services.

Agility

reduction in time and effort and other costs
to deliver new services to market, to make
adjustments e.g. pricing, to enhance or to
discontinue services
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Industry Standards

reduction in engineering (integration) and
operational overhead resulting in
standardised interfaces

Service Multi-party monitoring judged advantage gained through monitoring

Management of third party services - contractual leverage,
confidence of delivery of end customer
service, etc.

Multi-party Aggregate judged advantage gained through reporting

reporting of third party services - contractual leverage,
confidence of delivery of end customer
service, etc.

Construction/enforcement of judged advantage gained through holistic

multi-provider SLAs management of multi-party SLAs with
providers of third party services - contractual
leverage, confidence of delivery of end
customer service, etc.

6 < 5 4? @
5 4 (., ?@
Business Value Dials Metrics
Objectives
Business Business control (rules and judged advantage from definition of business
Management policies definition) rules and policies, in context of holistic SLA
management framework.

Fast decision making reduction in time and effort and other costs
to make adjustments e.g. pricing, to enhance
or to discontinue services

Time to market reduction reduction in time and effort and other costs
to deliver new services to market

Services control based on the | judged advantage gained through monitoring

monitoring of Telco and Third of third party services - contractual leverage,

Party services confidence of delivery of end customer
service, etc.

Customer Confidence in the performance | judged or sampled confidence of end users
Satisfaction of consumed services in delivery and performance of services

delivered to end users

Perceived difference in quality
(customer views)

judged or sampled confidence of end users
in delivery and performance of services
delivered to end users

Delivery of products that have
guarantees because we have
an SLA model behind, and we
cannot fail the customer

% reduction (elimination to zero) of
undetected SLA violations.

judged improvement in confidence of service
delivery based on contribution of SLA
framework.

New markets and
environments

Differentiation from
competition

judged total competitive advantage (time to
market, efficiency, quality) based on
performance against all metrics combined

Reach new market niches and
the long tail

% confidence in extrapolating trial results for
new services, in determining demand and
profitability for new services.

taking advantage of the
collective intelligence because
Telefonica sell third party
services

judged advantage from intelligence and
expertise gained from sale of third party
services
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New b2b environment to do
business with third parties

efficiency gains and any other judged
advantages (ease of engaging additional
business, etc) from the use of the SLA
management framework as an e-contracting
mechanism

efficiency and
optimisation

internal resources optimisation
based on customer demand

% reduction in engineering, operational,
technical and energy costs due to demand-
based provisioning

on demand provisioning of
services and infrastructure
resources (energy and
operational)

% reduction in engineering, operational,
technical and energy costs due to demand-
based provisioning

5 6 O

< 5 4?2 @

Business
Objectives

Value Dials

Metrics

citizen

service dependability

Perceived: % of improvement of sampled
evaluation of dependability of delivered
service from the point of view of the citizen,
gathered by repeated surveys both online
and offline (e.g. Evaluation against Likert
scale).

Objective: % of improvement of measured
performance of service relative of minimal
requirements in SLA

rights knowledge

Objective: % of citizens aware of their right
about service quality measured by the
number of citizens accessing the SLAs.

service quality transparency

Objective: % of citizens aware of the
objective quality of the services they are
using, measured by the number of citizen
accessing the SLA status report.

user feedbacks leveraging

Objective: % of citizens reusing the same
service, that improve their feedback with
respect to the previous use.

Perceived: Judged (by governance)
usefulness of these feedbacks in managing
performance and selection of service
providers, measured by periodic survey.

user preference matching

Objective: % of service requests containing a
preference selection

Objective: % of resulting services delivered,
fulfilling this selection request.

Integrated offer of services

Perceived: judged time saving and efficiency
delivered to the citizen, gathered by survey
both online and offline (evaluation against
Likert scale).

government

service chain transparency
and bottlenecks awareness

Objective: % Number of SLAs of the
composite service shown in the report for the
governance / total number of SLAs of the
composite service

$8'9

I % 10

L




resource allocation efficiency

Objective: % of improvement in utilisation of

resources (directly managed and contracted)
achieved through the automated aggregation
of resources;

Objective: % of improvement of reallocation
of resources, described by the reduction in
the average time required for the reallocation
of resources

cost effectiveness

Objective: % of expenditures tracked by
KPls;

Objective: % of reduction of cost per instance
of service provided

citizen needs awareness

Objective: % of delivered services followed
up with a feedback evaluation.

Objective: % of requests with positive
feedback from those in which the citizens
preferences have been satisfied

service supplier

SLA compliance and
performance awareness

Objective: % supplier KPIs published
automatically, % reduction on time for
publication.

Perceived: benefit to prioritization of services
from supplier perspective.

resource allocation efficiency

Objective: % of improvement in utilisation of

resources (directly managed and contracted)
achieved through the automated aggregation
of resources;

Objective: % of improvement of reallocation
of resources, described by the reduction in
the average time required for the reallocation
of resources
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