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• Consumerization

• Industrialization

• Business Services

• ITSM and Cloud 

Enablement

Agenda



Instantly connect
with customers
and employees

Buy your 
coffee with 
your phone

Search and 
combine 

information 
across the web

Use hosted 
applications 

from 
anywhere

Consumers are driving new realities
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Consumerize
the front end
Provide services the way the 
customer expects them.



Consumerize the 
front end

• Empower users through self-

service

• Personalized service delivery

• Proactively communicate 

• Collaborate across organizations

• Embrace “Bring Your Own Device”

• Transaction & Engagement 

models

Mobile

Social

Consumerize the front end



Provide self-
service IT 

anywhere, 
anytime

Develop and 
deploy new apps 

rapidly 

Flex IT resources 
beyond its walls

To address current and emerging realities, 

IT needs to…
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Industrialize the back end
Deliver services faster and more accurately.



Industrialize the 
back end

• Standardize, integrate and automate IT 

processes

• Define and manage “services”, not just 

infrastructure

• Multisource to optimize resources

• Become a service broker

• Drive better decisions through analytics

• Value chain/network

Analytics

Cloud

Industrialize the back end
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Service Management and ITSM
• The Practice of Service 

Management

• Managing Services

http://www.amazon.com/gp/product/images/0113313098/ref=dp_image_0?ie=UTF8&n=283155&s=books
http://www.amazon.com/gp/product/images/0113313098/ref=dp_image_0?ie=UTF8&n=283155&s=books


Business – IT Catalog Example
Service Catalog

Expense ReportsCustomer Account

Online Banking Investment  Management

Global IT Service Support

Network WAN

Online Banking App. Service

Web Expense Report App. Service

Web

Business Services

Investment App. Service

Account Management App. Service

EmailITSM App. Service

IT Services



Business Services

ERP

Economic Payoff Potential
$20 M to $25 M$15 M to $20 M$10 M to $15 M$5 M to $10 M$0 M to $5 M

Support 
Services

Corporate
Strategy

CRMPLM

Manage Product 

Portfolio

Manage Product 

Lifecycle

Manage Ideas & 

Concepts

Manage 

Market & 

Product 

Research

Manage 

Technology 

Alliances

Manage 

Channels

Manage 

Professional 

Services

Manage 

Contracts

Manage Channel 

Sales   

Process 

Quotes

Manage 

Receivables

Process 

Orders

Manage 

Billing

Procure 

to Pay

Source 

to Purchase

Manage 

Education 

Services

Fulfill 

Orders

Manage 

Licenses & 

Entitlements

Manage Product 

& Pricing Data

Manage 

Projects

Set Goals

Align 

Organization

Gather 

Corporate 

Intelligence

Plan Strategy

Manage Plan

Manage 

Facilities

Information 

Technology 

Management

Legal

Audit &

Compliance

Financial 

Management

General 

Financial 

Accounting

Manage 

Treasury 

Operations

Management 

Accounting

Manage 

Customer Care

Develop and 

Test Software

Workforce 

Planning & 

Talent Review

Selecting & 

Acquiring Talent

On-Boarding & 

Assimilation

Managing & 

Rewarding

Performance

Developing and 

Retaining Talent

Manage 

Information

Introduce New 

Products

Plan & Execute 

Campaigns

Market 

Products & 

Services

Marketing Automation

Sales Automation
Manage 

Sales Force

Manage 

Customer 

Accounts

Manage 

Opportunities

Partner Management Customer Care

Services

Order Management

Procurement Finance HRPortfolio Mgmt.

Product 

Dev.

CONCEPT 

TO 

PRODUCT

MARKET TO CASH

FORECAST 

TO 

DELIVERY

STRATEGY 

TO PLAN

ACCOUNT 

TO REPORT

HIRE TO 

RETIRE

SUPPORT 

TO 

CONTROL
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Cloud

• Consumerization

• Industrialization



Business Value

Enable Business Growth
How do you quickly align IT plans and resources to 

drive initiatives that create new business growth?

Run Business Effectively
How do you track cost, activities, and value in your 

organization and share that with stakeholders?

Innovate and Transform
How do you make the most out of your IT initiatives, 

projects, processes, assets, and people?



ITSM needs
• Service Orientation

• Service Catalog

• Frictionless



Service Management
• A set of specialized organizational capabilities for 

providing value to customers in the form of services

• Capabilities and Resources are assets

• IT is a strategic asset



Спасибо! 

www.bmc.com/russia


