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Forces driving the economy, observed trends,
and associated LEF EP projects 
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ÅMove to higher value offerings:

ïSpecialised

ïIP-intensive

ïIT-dependent

ÅShift to services

ÅDemanding  tech-savvy customers 

ÅMore complex organisations

ÅTechnology both enables and 

complicates

ÅBusiness IT struggling to play in new 

value areas

What we observe

Value

Product Service
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Supplier

Customer 
Location

Field Service 

ÅKPIs
ÅFinancials

Mgt

A
J
A
X

ÅServices
ÅTraining
ÅAssistance

Installed
Equipment

The offering is increasingly specialised
and technology-dependent

Example:  High Tech Equipment Supplier

Users
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Services can help companies survive bad 
times

Production
Inputs

Installed
Products

Services
Tied To
Installed 
Products

Product/Service
Bundle

Customer
Centricity/
Integration with
the Customer

Unit Pricing/
Outcome/Result
Orientation

SaaS
Pricing

Subscription
Pricing

BPO

Unique
Products

Consumption
Pricing

Customised
Products

Increasing
Resilience 

óNice to Haveô
Offerings

Aftermarket
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Advertising

CRM

Distribution

Packaging

Product

Suggestions

Portal

Distribution

Packaging

Product

Old Marketing:  Hunting New Marketing:  Fishing

Passive
Customer

Active
Customer

E X P E R I E N C E

A more demanding and unruly customer

Communities
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Web
Experience

Products & 

Functionality

Customer

Services

Customer

Sales

Customer centricity demands greater
integration

Branch
Experience

Example:  Financial Services
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Enterprise IT

Organisations becoming more complex

Example:
Nuclear
Energy
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Technology both enables and complicates
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Enterprise IT has an easier time playing in
some industries than in others

Pressure for Integration
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e
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Pure
Product
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Product-
Based 
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óHigh 
Techô
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Retail
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Enterprise IT 
Positioning:
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ITôs ability to play in the new technology areas
is industry-dependent

Product ITCustomer
Services 

Portal &
Marketing/
CRM

Ability of 
Business IT
To Play in New
Areas

3M

Graphic

Arts

Brand

Low

High
Industry
Dependence
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IT needs new skills to play at the front of
the company

Business IT

óBlack
Tee-Shirtsô

óPowerfulô
Business-
Facing Staff

ÅAdvanced Platforms

ÅMarketing/Experience

ÅProduct/Service Design

ÅAdvanced Processes

ÅServices

ÅMaking Money

ÅCustomer Management


