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N
=7

7

N

Service Providers can provide a (capability) set of services (offerings).

Service Providers are considered to be Business Entities that include
people, software and hardware systems and are organized with at
least one Cost Center, where accountings books are kept for
revenues, expenditures, capital assets, etc.

Even in the cases of Software-as-a-Service (SaaS), Platform-as-a-
Service (PaaS) and Infrastructure-as-a-Service (laaS), we will
assume that these are associated with a Cost Center and therefore
a Business Entity. Thus, we can tie operational performance
objectives and SLAs, to business performance objectives.

Service Providers are usually a combination of people, and/or
organizations of people (e.g. Companies, departments or Lines of
Business (LOBs) within companies



More Clarifications
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Service Providers are considered “active”

* If they are people, then they offer their labor,
according to their skill profile, and play a role
assigned to them (therefore we do not consider them
as “passive” “human resources”).

* If they are organizations, then they offer their services
according to their capability set (or mission).

* If they are SaaS, PaaS, then we assume they own
thread(s) of control and can respond to service
requests (see also agent literature).

* If they are laaS then we assume that they are
operational (“up and running”) and offer their
services.
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A resource is any physical or virtual entity of limited availability that
needs to be consumed to obtain a benefit from it. In most cases,
commercial or even non-commerial factors require resource
allocation through resource management. There are two types of
resources; renewable and non-renewable. (Wikipedia).

Examples of resources in service systems are hardware resources
(CPU, memory, disk, communication bandwidth, etc.), data sets and

databases, buildings and office spaces, etc.

We will assume that a Service Provider, called Resource Manager
(RM), provides as a service the allocation and management of the

resource that the RM manages. RMs can be people or
organizations or a combination of organizations and Saas.

In the case of CPU, the RM is the CPU scheduler together with the
MIS department, in the case of a buidling the RM is the
maintenance department (or company), etc.
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go, Atomic and Complex Service
(R Providers
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We distinguish between Atomic Service
Providers, i.e. Service Providers who are single
persons offering their labor, and Complex
Service Providers who are:

* SaaS, PaaS or [aaS with their owning MIS
departments

* Single Cost Centers as defined before

* Some “Business Composition™ of the above
as we explain next.
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IT Consulting Services companies are working with
iIndustry maps, one for each industry segment.

Each map contains a detailed map of business
units, contained within various business activities,
at various command & control levels.

The maps help spot units that need improvement
or outsourcing or are of strategic value to the
enterprise.

Next comes the SAP Business Map example for
Banking.



Nested Business Entities and Service
Systems >\
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We have seen that, in large organizations, we can have nested
Business Entities. Since Business Entities are also Service
Providers, we can have nested Service providers and Service
Systems.

We need a way to visualize and analyze them.

We also need a way to attach Key Performance Objectives
(KPQOs) to Business Entities (nested or not) and to Service
Systems (nested or not).

We next need a way to monitor the Key Performance Indicators
that correspond to the KPOs set.

If there is divergence we need tools and methodologies to take
corrective action.



How about new (emerging) Service Systems?
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New Service Systems could emerge because:

* Business entities form an alliance to propose a new
service to the marketplace. Important to:

* analyze the proposal,
. study what-if questions,

* Discover services/service providers which/who could
be useful (how?)

* Mashups of web-services?
* Compare similar service providers (how?)
* compare with KPOs, etc.

* Emergent behavior of online services forming alliances?
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SNAPT

(Service Network Analysis & Prediction Tool)

14/2/11



Introduction
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= SNAPT

= A tool that models and analyzes Service Networks
* Facilitates the creation of Abstract Business Processes
based on Service Networks
= Service Networks (Systems)

= Model Services that are offered and consumed by
Business Entities

= Everything is a service or a Service Provider!
= High level of abstraction

= Target Group: Business Analysts, System Analysts and
Designers

14/2/11



Concepts
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SNAPT (1/5)
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* Visualize Service Networks

> Business Entities are associated to nodes,
while Services and Enablement
Services are associated to links

v Participant
Service
& EndCustomer

Participant offers a Single service to the EndCustomer

L Participant i/ Participant

Enables
Servicel O R

Q Ensbler ... W Ensbles Servicel

& Enabler
& EndCustomer

& EndCustomer

Enablement Service: an Enabler enables the delivery of the Service 1

= Visualize Service Sub-Networks

Service Network

ServiceSubNetwork

i Supplier

Supplies

k) ServiceSubMetwork

Service

& EndCustomerl

Service “Supplies” consumed
by ServiceSubNetwork in the
SN (left), is mapped to an
input port in the
ServiceSubNetwork (right).

Supplies

' Internal Business Entity 1

Internal5ervice

\ Internal Business Entity 2

Service

“Service” offered by
ServiceSubNetwork in the
Service Network (left), is
mapped to an output port
in the ServiceSubNetwork

(right).



KPIs Library

= The KPI Library is based on the APQC
Process Classification Frameworks (PCF)
and it is fully compatible with IBM
Websphere Business Modeler

= Provides RESTful interface

= SNAPT updates its internal KPI
library from the KPIs Repository

= Defining KPOs

= KPOs expected value can either be
a numeric value, a duration
or an unspecified one.

= SNAPT can work with monitoring tools:

imports KPIs from the actual
running business processes and
compares them with the KPOs.

14/2/11

SNAPT (2/5)

P2 Add Key

K/,
Performance Gh]edTwéﬂ

You need to

Key Performance Indicator

select o Key Performance indicator from the following list

type filker text

Category 2.0 Develop and Manage Products and Services -
Category 3.0 Market and 5ell Products and Services
Category 4.1 Supply Chain Planning
Subcategory 4.1.1 Develop Production and Materials Strategi =
Subcategory 4.1.2 Manage Demand for Products and Service
KPI Total annual cost of quality per <1,000> revenue W
KPI Murnber of FTEs for the supply chain planning functi
KPI Annual total inventory turn rate
KPI Forecast accuracy one planning pericd prior to produ
KPI Production schedule attainment rate for a planning g
KPI Cash to Cash cycle tirne

T atomame A2 Dracire BAdatariale and Camnrar

a |

I I

() Dluration

0,08 =

KPI Description:

Key Performance Objective

@ Value (Murn)

) Unspecified



http://kpilibrary.com/home
http://www.apqc.org/
http://www.apqc.org/knowledge-base/documents/apqc-process-classification-framework-pcf-cross-industry-pdf-version-510

SNAPT (3/5)
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o Example KPO: a Simple Cost Revenue Model
= The profit of each Business Entity is calculated as:

= Profit=2(IncomingServiceRevenue) —
2 (OutgoingServiceRevenue)

= Generate KPO Achievement (e.g. Profitability) Sheets that
indicates the overall combined (but how?) KPO (e.g. Cost
Revenue Model) of the Service Network and individually for
each participant.

14/2/11



SNAPT (4/7)
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Sequencing Information for each Service of the network

= Sequencing information of each Service S is created relatively to the set of
Services

that are offered to the source Business Entity of Service S
= Gateways used to express Sequencing Information

= Sequential Block: All Services in Sequential
Block needs to be delivered sequentially

= AND Block: All Services in AND Block needs to be delivered in parallel
= XOR Block: Exclusively one of all Services in XOR Block needs to be delivered

14/2/11



#00ks on SNAPT —
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will go through an example

In this slide:

In order for Service1 to be delivered to
Participant2, both Service2 and Service3
must first be delivered to Participant1
sequentially (i.e. first Service2

and then Service 3).

o Participant3

Service2

§ " Servicel

W/ Participantl = = i Participant2

Service3

o Participant4

0= outline | ¥ Sequencing Information £ =g

Service Servicel

Manage selected Service's Sequencing Information

N/~

= Sequential Block,

Jequence 1

'25' Sequence 2

Remove Sequencing Information

El Properties 52 | @A Key Performance Objectives = B8
B| % s
Property Yalue
Crder 1]
Service Service Service?
5= outine | ¥ Sequencing Information 53 =g

Service Servicel
Manage selected Service's Sequencing Information

= Sequential Block
'gf‘ Sequence 1

gf‘

Sequence 2

Remove Sequencing Information

= propetties &2 | WA Key Performance Objectives =8
AL
Property Value
Crder oz
Service Service Jerviced



SNAPT (5/5)
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Supports a methodology to map Service Networks to Coarse-Grain,
Abstract Business Process

= Abstract Business Process expressed in Business Process Modeling
Notation (BPMN 1.2)

= Sequencing information is provided in SNAPT

= Provides BPMN for both open source and commercial software tools

= Eclipse BPMN Modeler
= Open source business process diagram editor

= IBM’s WebSphere Business Modeler Advanced
= Commercial business process modeling and analysis tool

14/2/11



TEAog EvoTnTag

i EMIXEIPHEIAKO MPOrPAMMA
x M EKMAIAEYZH KAI AIA BIOY MABHEH

* *
* YNOYPTEIO MAIAEIAL & BPHEKEYMATAN, NOAITIZMOY & ABAHTIZMOY

EvpwnaikiEBvwon EIAIKH YMHPEZIA AIAXEIPIZHE
Evpwnaiké Kowvwvié Tapgio

Me tn ouyxpnpatodétnon e EAadag kai tng Evpwraikic Evwong



XpnuatodoTnon

*To TTapOV eKTTAIOEUTIKO UAIKO £XEI avaTTTuXOEi oTa TTAQiOIa TOU EKTTAIOEUTIKOU
EPyou Tou 0I10A0KOVTA.

*To £pyo «AvolkTa Akadnuaika Madiupara oto Mavemmiotiio KpATNG» £XEI
XPNMUATOOOTNOEI HOVO TN AVAdIAUOPPWON TOU EKTTAIOEUTIKOU UAIKOU.

*To €pyo uAoTrolgiTal oTo TTAaiclo Tou ETixeipnoiakou Npoypduuatog
«EkTtTaideuon kai Aia Biou M&bnon» kai cuyxpnuaTtodoTeital atro TV
Eupwtraiki 'Evwon (EupwTtraikd Koivwviké Tapegio) kal atrd €Bvikoug TTOpOoUC.

EMIXEIPHXIAKO MPOIPAMMA
EKMAIAEYZH KAI AlA BIOY MAGHZH .= Ez nA

enévdyuen sTny Uowvia Tne yvuone
y EE= < [ npdypopo v ow avimgn
YNOYPTEIO NMAIAEIAL KAl OPHEKEYMATAQN

Evpwmaikr ‘Evwon EIAIKH YNMHPEZIA AIAXEIPITHL

E 6 K 8 Tauei
PUNAIEOTONMIKO TAHE Me ™ cuyxpnhparodotnon ¢ EAAadag kat tng Evpwnaikig Evwong
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* To mmapdv UAIKG diaTiBeTal Je TOUG OGpoug TNG adelag xprions Creative Commons
Ava@opd Anuioupyou - Mn Eutropikry Xprion - MNapduoia Aiavouri 4.0 [1]1 R
uetayevéoTepn, AleBvric ‘Ekdoorn. ECaipouvTtal Ta auTOTEAR £€pya TRITWYV TT.X.
PwTOYPAYIES, dlaypAPMATA K.A.TT., TA OTTOIO EUTTEPIEXOVTAI OE AUTO KAl TA OTTOIA
avagEpovtal padi he Toug OPOUG XProng Toug oTo «Znueiwpa Xpnons Epywv Tpitwvy.
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[1] http://creativecommons.org/licenses/by-nc-nd/4.0/

*()0¢ Mn Eptropikni opiletal n xprion:
—1ou d&v mep\aUBAVEL AUECO 1 EUUECO OLKOVOULKO OPEAOC QO TNV XPron Tou €pyou, yla To SLOVOUEN TOU
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—T1tou Hev epLAAUBAVEL OLKOVOLLLKY) cuvaAAayn wc poUnmoBeon yia tn xprnon r npocBacn oto €pyo

—mtou dev npooTopilel 0To SLavopEa Tou Epyou Kot adelod0X0 EUMECO OLKOVOLKO 0deAOG (m.x. Stadnuioeslg)
aro tnv npoBoAr Tou £pyou o€ SLASLKTUAKO TOTIO

*O JIKAIOUXOC UTTOPEI va TTAPEXEI OTOV ADEIODOXO EEXWPIOTH AdEIQ VA XPNOIMOTIOIEI TO
€PYO VIO EUTTOPIKN XPron, Epocov auto Tou {nTnoki.
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