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Service Governance

. Who should monitor, define, and authorize
changes to existing services within an enterprise?
= Approaches

»

AT &5

Central Governance — Governing body has representation
from each service domain and from subject matter experts
who can speak to the key technological components of the
solution. The central governing body reviews addition and
deletion of services, as well as changes to existing
services, before authorizing their implementations

Distributed Governance — Each business unit has control
over how it provides the services within its own
organization. Requires a functional service domain
approach. A central committee can provide guidelines
and standards.

Solution Framework:

Best practices, technology components
implementation (adapters, models, etc)

HR

Organization

Align Business & IT
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Process
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Telco Business Process Framework &
Information Model

4 NGOSS, T
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See www.tmforum.org search

document # GB921
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- Point Of Sales (POS), Service Work Order (SWO)
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Deliver when promised

Build trust with customers

Offer brand tires

Service guarantee

Improve flow of time sensitive orders (oll
change, tires)

* Service application will provide dispatching
and service appointments capabilities

* Provide a more robust capability, source
products from neighboring stores,
warehouses, and business partners

* Create an improved customer experience by
providing store personnel with specific
vehicle and sales information for each

customer

* Establish trading network I

* Improved warranty and returns tracking

¢ Scan installed parts to improve warranty
tracking and inventory

* Service application will track and monitor
time guarantees

”

* Service application will allow “Parking Lot
work orders
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