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Forces driving the economy, observed trends, ‘

and associated LEF EP projects

RS

Asian Demanding  Globalisation: Downturn Complexity
Competition Customers New Markets

T T o T

Product/ Customer More Complex Growth in Business
Service IT Centricity Organisations Services Intelligence
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What we observe

AMove to higher value offerings:
I Specialised
I IP-intensive
I IT-dependent

AShift to services

Value .
ADemanding tech-savvy customers

AMore complex organisations
Product Service
ATechnology both enables and

complicates

ABusiness IT struggling to play in new
value areas
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The offering is increasingly specialised

and technology-dependent

Example: High Tech Equipment Supplier

Users

@ AServices Als |

ATraining : :
RAssistance AFinancials

i
I
o
[Ty

Customer
Location

“x>u>

Field Service Installed
Equipment
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Services can help companies survive bad

times

Customer
Centricity/
Integration with Increasing
the Customer Resilience

T BPO
Services .
Customised Tied To  Consumption
Products Installed Pricing
Product/Service Procies SaaS Aftermarket
Bundle Pricing
Installed
. Products  subscription
Production Pricing
Inputs Unique
Products
(())flPlelriang to Haveo Unit Pricing/
» Outcome/Result
Orientation
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A more demanding and unruly customer

Old Marketing: Hunting New Marketing: Fishing

Product

Passive LA Active

Customer ATA e\ ¥
Customer Communities
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Customer centricity demands greater

Integration

Example: Financial Services

Sales
Customer
Experience Services
Products & EXBrefirri‘gr';'ce
Functionality P
Customer
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Organisations becoming more complex

Exarlnple:
Nuclear
Energy P&L

CsC

New Plant Construction
Fuel
Services

3

I'T I'T

Enterprise IT
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Technology both enables and complicates

Marketing/ ;
Suppl Field Call
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Enterprise IT has an easier time playing in

some industries than in others

Pure .
information Banking Insurance
Service Telecoms
Professional
Technical Services
@) Services Medical Hotel
< off Systems Mgt
- Pr ) ice Defence -
QO g OdléCt Products . Retalil
4= ase Chemicals/ Airlines
Service Energy/
O el
Utilities
Consumer
_ Products
Pharmaceuticals .
Vehicles
Pure
Product
Enterprise IT :
Positioning: Pressure for Integration
Good
Uncertain
Weak

(ed{ed | EF Executive Forum i Kirtland Mead 7 180509 10



| Té6s ability to play irr the new

IS Industry-dependent

Industry
— Dependence

Ability o —
Business IT
To Play in New
Areas

Low

Customer Portal &
Services Marketing/
CRM
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IT needs new skills to play at the front of

the company

AAdvanced Platforms
AMarketing/Experience
AProduct/Service Design

OBl ack
Tee-Shi rt so
AAdvanced Processes
_ AServices
Business IT AMaking Money

ACustomer Management
OPower ful 6

Business-
Facing Staff
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