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Abstract 
The word service has a surfeit of different meanings in today’s 
enterprise. First, there are information technology (IT) services that 
represent capabilities that the IT department offers to its customers, 
namely, the business. Second, business services address the 
requirements of line of business and provide real-time visibility and 
control over the business to management. And finally, with the rise of 
Service-Oriented Architecture (SOA), enterprises are now familiar with 
loosely coupled services implemented through emerging technologies 
such as Web Services that represent software functionality and data 
that the business can compose as needed into flexible business 
processes. 
 
Each type of service has its own implementation requirements, 
management technology, and best practices that firms leverage to 
maintain the value of the services, but the real challenge to the 
effectiveness of each type of service is that the people in charge of the 
business and IT don’t see eye-to-eye about the visibility needs of the 
organization limits the effectiveness of each type of service. As SOA 
becomes the established approach to Enterprise Architecture, however, 
there promises to be a convergence of the various types of service into 
a single, business-oriented, loosely coupled service abstraction that 
provides sufficient real-time visibility and control to the enterprise. 
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I. Service Management: A Primer 

Information Technology (IT) excels at generating a plethora of terms that share 
similar, but different meanings. Case in point: IT Service Management, Business 
Service Management, Web Service Management…there are many different 
flavors of service management in the world of IT, and they each connote different 
meanings of the word “service.” In fact, the word service is one of those general 
terms that have many different meanings depending on the context. In different 
situations, service is what you get in a restaurant or gas station, what you’re in 
when you join the army, or what you endure in church.  

Web Services, of course, have come to mean something more specific, namely 
software services that consist of standards-based interfaces to IT functionality 
that one computer system exposes to another. When companies talk about IT 
Service Management (ITSM) or Business Service Management (BSM), however, 
they’re usually not talking about Web Services. Clearing up the different 
meanings of the word “service,” therefore, is important for understanding the 
various forms of service management in the enterprise.  

However, simply clearing up misunderstandings about the terminology is not 
sufficient to advance the state of today’s IT-driven enterprises. As companies 
adopt Service-Oriented Architecture (SOA), one of the first steps they often take 
is to organize specific application functionality into loosely-coupled services, 
often exposed as standards-based Web Services, that they can then compose 
into business processes that meet continually evolving business needs. As their 
SOA initiative moves from the departmental to the enterprise level, however, the 
service abstraction at the core of this architectural approach promises to 
subsume both the IT services and business services that ITSM and BSM 
manage, respectively. This paper, therefore, delineates the various types of 
service, not only to clear up the surfeit of services IT deals with today, but also to 
explain how SOA is driving service convergence across the enterprise. 

What Exactly is a Service? 

What, then, is a service in the context of IT? We can define a service as any 
functionality that one computer provides to another, but this meaning is quite 
broad. After all, we could be talking about AOL or email, and we’d still be covered 
under this loose definition of service. It makes sense, therefore, to delineate the 
various types of services, so that we can all make sure we’re speaking the same 
language. Let’s peel back the onion of services a bit, and clarify the different 
types of services: 

 IT services – capabilities that an IT organization provides to its users. 
Simple examples of IT services include corporate email and print 
services. As IT departments mature, however, they position every 
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capability they provide to the business as an IT service. 

 Business services – a business service delivers quantifiable value to the 
business. Business services provide visibility into the organization’s key 
performance indicators, and also offer line-of-business personnel tools 
they can use to actively manage the business. 

 Loosely coupled services – contracted interfaces to software 
functionality and data that independent software consumers can access 
and compose into business processes. The loose coupling depends 
upon a software architecture oriented toward such services.  

Regardless of the type of service, companies that have implemented any of 
these different types of service realize that they can only gain value from the 
service if there be an appropriate management infrastructure for it. An 
unmanaged service provides little or no value to the organization, because 
there’s no way to guarantee that it will do what it’s supposed to do. Managing the 
variety of services in the organization, therefore, is one of the most critical 
challenges facing IT organizations today. 

IT Service Management and Business Service Management 

To understand ITSM and BSM, it’s important first to grasp the complexity of 
today’s IT environment. An IT organization consists of many different parts, each 
of which contributes equally towards the goals of helping IT meet business 
needs: 

 Systems and Networks – At the core of all IT organizations are the 
physical systems and networks that run the day-to-day operations of the 
business. These systems include the hardware (such as servers, 
storage, desktop applications, client devices, and phone systems) as 
well as the networks that interconnect them. Management of systems 
and networks entails making sure that they are constantly running and 
are optimally performing their tasks. 

 Applications – On top of the systems are the software and applications 
that provide the business logic to perform the tasks a business requires. 
Companies purchase some applications from third parties while they 
build others in-house. Regardless of their origin, all of these applications 
require management in order to accurately satisfy their requirements. 

 Information – The lifeblood of the enterprise is the data and information 
that flows in the applications and through the systems and networks. 
Information includes the data necessary for operations as well as the 
metadata that describe the context for that information and the storage 
requirements for moving and persisting data. Managing information 
thus requires the management of data, metadata, and the movement 
and storage of data.  

 Processes – Spanning systems, services, and applications are the 
processes that guide how a company operates and interacts with third 
parties. These processes, which are separate from the underlying 
systems and services, also require management so that companies can 
guarantee that their business operations are running properly. 

Anyone that hopes to address the issues of IT in a comprehensive fashion must 
meet the requirements of managing all the parts of the IT ecosystem mentioned 
above. Management of each of the above parts of the IT environment in a 
discrete fashion, however, is not good enough—rather, companies must manage 
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all those aspects in a cohesive, comprehensive manner in order to give 
organizations a complete view of how IT is responding to business requirements. 

The IT Infrastructure Library: ITSM Starting Point 

Fortunately, best practices for IT Service Management have been long in 
development, and as such, a logical starting point to any discussion on ITSM 
begins with the IT Infrastructure Library (ITIL), a comprehensive collection of 
documents and other artifacts delineating a range of ITSM best practices. ITIL 
contains best practices in six areas: service support, service delivery, service 
management planning, information and communications technology (ICT) 
infrastructure management, applications management, and the business 
perspective.  

Although ITIL covers a number of areas, its main focus is on ITSM, which is a top-
down, business driven approach to the management of IT that specifically 
addresses the strategic business value that the IT organization generates as well 
as the need to deliver high quality IT services. IT Service Management focuses on 
the people, processes and technology issues that IT organizations face. 

ITSM itself falls into two main areas, Service Support and Service Delivery. 
Together, these two areas help a business manage the way that IT delivers 
required capabilities to the rest of the enterprise, and are in turn comprised of 
eleven disciplines that are responsible for the provision and management of 
effective IT services. Service Support includes configuration management, 
change management, release management, incident management, and problem 
management, while Service Delivery focuses on service level management, 
capacity management, financial management, availability management, 
continuity management, and security management.  

Putting ITSM into Practice: IT Service Assessment and Planning 

Companies that leverage the ITIL to implement ITSM start with an IT business 
assessment that helps identify the specific business needs that their IT 
infrastructure should address. Based on the information they receive from the 
lines of business, IT next develops a strategy for meeting customer and business 
requirements by documenting the IT architecture to enable the realization of the 
IT strategy. This strategy then communicates the IT organization’s vision and 
defines how they will achieve it. 

The next step is service planning. Planning IT services includes defining a set of 
business-driven services and then generating service design specifications that 
identify the components required to realize each service. Before building the 
services, however, it’s important to implement service-level management. 
Service-level management encourages IT-business negotiations regarding the 
expectations, objectives, and commitments that each party has for the other. It 
also drives the development of more detailed service specifications that 
document both IT and business service requirements. 

At this point, the business can specify the other aspects of service management. 
For example, continuity management details how IT will recover specific services 
in the event of a catastrophic failure. Security management helps verify that 
services follow corporate standards and policies. Availability management plans 
for user access to services and service quality. Capacity management helps IT to 
verify that it’s meeting service performance targets. And finally, financial 
management evaluates plans and specifications in order to define cost 
structures, thus enabling IT to price services so that they can deliver them within 
their budget. 
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Putting ITSM into Practice: IT Service Implementation 

As IT prepares to build and deploy a new service, they trigger the configuration 
management and change management capabilities to confirm that they have 
properly captured service components in the Configuration Management 
Database (CMDB) for tracking and control purposes. From that point on, change 
and work orders drive service build and test activities. It’s important to document 
instructions for assembling and integrating service components in a production 
plan, which serves as a master blueprint for the services in production.  

After IT has implemented the service, operations management runs the process 
components that compose the service offerings, and then deal with problems as 
they arise. User requests and service interruptions, for example, should trigger 
incident and service request management, which resolves the issues and 
restores the service. As IT completes its fixes, it invokes change management to 
ensure the proper implementation of required changes and the timely updating 
of the CMDB. 

In addition, service-level management includes periodic customer service 
reviews to identify service quality issues, measure customer satisfaction, and 
identify new or changed service requirements. Finally, business assessment uses 
data that all ITSM processes have gathered to analyze IT service offerings in 
order to make recommendations about further changes or modifications to 
services or ITSM processes. 

Understanding Business Service Management 

At its core, BSM is a process for measuring the business and financial impact of 
IT systems, ideally in real time. Companies define key performance indicators 
(KPIs) that form the business metrics that drive BSM, which enables the visibility 
and enforcement of those metrics. In other words, BSM brings accountability to 
IT. BSM offers performance visibility to determine the impact of IT incidents on 
business service performance, optimize IT costs and capacity in alignment with 
business demand, identify root causes of incidents that affect the business, 
reduce the duration of any outage or other problem, and anticipate (and prevent) 
situations that could impact key business services.  

The most important business services are those that support critical business 
processes. In order to better serve the business, IT management must ensure 
the effectiveness and health of business services, which is the primary 
motivation of BSM. As a result, IT management requires tools that give business 
managers visibility into how their business services, and the processes 
dependent on them, are operating. There must also be a relationship between 
the business processes and the users’ experience as they work with the 
applications that the business provides. Presenting the health of this relationship 
in an easily visualizable form that links it to the business processes is the heart 
of BSM. 

As a result, when there is a problem with the user’s experience, the applications, 
or the IT infrastructure, IT management must understand how such a problem 
will affect the business. BSM must therefore express IT problems as business 
impact statements that present information in a business context. As a result, 
most BSM solutions offer dashboards or portals that provide visibility into the 
operational status of business services and the measurement of KPIs in a 
straightforward manner that integrates with the existing infrastructure that the 
business uses.  
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SOA Management 

ITIL represents a set of established best practices for ITSM, and by extension, 
BSM, but IT management still faces challenges in the enterprise. The greatest 
challenge facing IT management today is the fact that business requirements are 
constantly in flux due to the natural changes that an organization experiences. 
As a result, the comprehensive management of IT systems must also happen in 
a real-time, or more accurately, a “right-time” fashion. 

Fundamentally, as new business requirements emerge, the underlying business 
processes, services, information, applications, and systems must be able to 
respond to those changes. Likewise, the business must be able to monitor and 
manage any changes in any part of the IT ecosystem as they occur. Sometimes, 
the business must respond to changes right away, as the changes happen in real 
time. In other instances, the business can afford to wait until the time is right to 
react and respond to business or underlying infrastructure changes. The most 
forward thinking and agile of businesses use comprehensive IT management 
solutions as a way to understand and predict overall behavior before any 
changes affect processes, applications, or systems. 

Most important of all, however, is that companies need to architect their IT 
environment to be agile in the face of unpredictable change. It is not sufficient 
for a company to follow best practices for managing IT services; instead, the 
organization must also have an overall design for the relationship between 
business and IT that enables those services to respond to change—and the 
discipline to follow that design. That architectural discipline is Service-Oriented 
Architecture. 

Service-Oriented Architecture (SOA) is an approach to distributed computing that 
treats software resources as services available on the network, where people 
can compose those services into business processes to meet business 
requirements in a flexible, agile manner. Consumers of these services (the 
software that accesses the services) can find and connect to the desired service 
providers (the software that offers the services) in a loosely coupled fashion, 
meaning that the service providers can be independently created, controlled, 
developed, and managed separately from the service consumers. Loose coupling 
is important because it allows for a significant amount of agility in the face of 
continuous business change, since developers can independently develop new 
business logic without having to directly communicate with the consumers of 
that logic.  

Companies thus require a loosely coupled approach to accessing business 
logic—one that does not require an intimate connection between the consumer 
and the provider. In order to achieve this loose coupling, organizations need the 
right architectural underpinnings to be able to translate high-level, coarse-
grained business logic building blocks into lower-level IT implementations, and 
that approach is SOA.  

Web Services Management vs. SOA Management 

Achieving the necessary level of loose coupling for services in an enterprise 
environment, however, is a substantial challenge. Consumers of services require 
them to be available and to provide the capabilities and service levels that their 
contracts and associated policies require them to provide. To maintain such 
services, therefore, requires a sophisticated management infrastructure. 

As SOA began to take hold in the enterprise, the focus for management was on 
managing the service interfaces themselves—in particular, Web Services, which 
are loosely-coupled services based upon open standards. The new crop of Web 
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Services management applications provided software that helped companies 
manage the systems and applications that supported their Web Services 
implementations, but focused more on the service interface than the underlying 
technology. 

In the short term, as companies sought to manage their growing Web Services 
implementations, they looked to Web Services Management products to provide 
sufficient visibility and control into underlying systems and applications that 
maintain their Web Services. It soon became clear, however, that managing Web 
Services and managing the overall SOA implementation were different, although 
overlapping problem areas. Loosely coupled services, after all, are simply 
interfaces; effective management of such interfaces necessarily requires 
management of the underlying infrastructure.  

This reality highlights one essential connection between ITSM and SOA 
management: maintaining the loose coupling at the service interface requires 
ITSM, because loosely coupled services depend upon IT services. There is more 
to the relationship between ITSM and SOA than the management of the IT 
services that underlie the services, however. As companies leverage Service-
oriented approaches to Enterprise Architecture, they will increasingly count upon 
SOA to provide business value. Business agility—the ability to respond efficiently 
to changes in the business environment, and to leverage such change for 
competitive advantage—is one of the strongest motivations for implementing 
SOA in the first place. The question of SOA management, therefore , becomes 
closer to BSM than ITSM: how can the business leverage loosely-coupled 
services to meet its ever-changing needs?  

II. The Business/IT Disconnect 

The greatest challenge with BSM is apparent from the discussion above—today, 
most BSM solutions are for IT managers, not business managers. This fact begs 
the question: how does the line of business actually leverage IT to manage its 
KPIs? Do business managers simply rely upon IT managers to dumb down the 
BSM information sufficiently for them to understand? Such dumbing down may 
happen in some organizations, to be sure, but the technical level of BSM 
information isn’t really the problem. The problem is that BSM still primarily 
provides IT information, rather than business information. 

 There are several reasons why this dichotomy exists. First, simply providing large 
quantities of data to the business is not sufficient. There must be tools that can 
properly filter, aggregate, and analyze the data before there’s any hope of their 
applicability to the business. The traditional approach to corporate data has 
been to warehouse vast quantities of transaction data. These data then feed 
traditional business intelligence and other analytics software, with some 
measure of success. However, this mass of data makes such an analysis very 
difficult when an unexpected business problem or requirement change occurs. In 
addition, identifying individual and critical data amongst all the information that 
IT churns out is akin to finding the needle in the haystack. 

The second problem is the lack of real-time information in an understandable, 
usable form. Business intelligence reports take significant time to aggregate, 
prepare, and analyze, causing a latency problem that leads to poor business 
decisions. People duplicate efforts and work with incorrect data. Data 
warehouses contain only extracted and summarized data, and there is little or no 
possibility of performing ad hoc queries to explore business scenarios. The result 
is a significant disconnect between IT and business, with the resulting loss of 
real-time business context. 
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Business Visibility vs. IT Visibility 

The core problem is one of visibility. Business users basically speak a different 
language than IT personnel. The business wants visibility into KPIs in a way that’s 
relevant to the operation of the business, while IT focuses on the behavior of the 
systems under their control. As a result, these audiences generally don’t see eye-
to-eye. The root cause of this disconnect depends on traditional IT visibility 
approaches, and the sorts of data they provide. The three most common 
mechanisms for IT visibility are logging, monitoring, and alerting: 

 Logging is the instrumentation of applications, in order to record what 
the applications did so that operators can diagnose the underlying 
systems. There are several limitations to logging, however. First, logging 
is inconsistent because not all systems implement it consistently or 
comprehensively. Secondly, logging data are voluminous, opaque, and 
difficult to control dynamically. And third, it’s not practical to view log 
data in real time. As a result, a primary focus of IT visibility has been 
simply to manage logging data effectively.  

 Monitoring provides visibility into the status of various systems and 
other computing resources. Monitoring accesses real-time information 
and typically displays it on consoles that illustrate the health of those 
resources, enabling IT to identify specific failure points and predict 
performance bottlenecks. Monitoring is essential to helping IT conform 
to its service-level agreements, but is unable to access the business 
content of the messages, and as a result cannot accurately indicate the 
nature or correctness of the messages flowing between applications. 

 Alerting depends on monitoring, where specific events generate an 
asynchronous alert to specific people who can respond appropriately. A 
typical use of alerting is to notify an administrator when a system goes 
down or doesn’t conform to its prescribed performance limits. Alerting is 
critical for IT but doesn’t contribute to enterprise agility, because it 
focuses on individual, isolated business triggers, rather than how overall 
services are performing to meet business goals.  

The focus on availability and service-level agreements are operational priorities 
that indirectly relate to business priorities, but do not have direct relevance to 
the business user. Furthermore, providing systems and network management for 
hundreds or thousands of systems, applications, and other items is enormously 
complex, requiring IT personnel to keep the information at a high enough level to 
avoid an information glut that could swamp logging, monitoring, and alerting 
efforts. In addition, such ITSM systems have traditionally been monolithic legacy 
applications, depending on messages in binary, proprietary formats. The 
messages traveling between business applications have been entirely opaque to 
IT management tools. As a result, there has never been a sufficient business 
context for the visibility that such ITSM tools provide. 

Business Visibility 

In contrast, business visibility has a different context and a very different focus 
than IT visibility. Instead of centering on system behavior, the business is 
interested in business processes and key performance indicators. As a result, 
business visibility centers on three core capabilities: auditing, compliance, and 
business intelligence.  

 Auditing is a systematic approach to evaluating and improving the 
effectiveness of risk management, control, and governance processes. 
An audit evaluates whether operations are effective and efficient, 
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whether financial reporting is reliable and accurate, and whether the 
company is in compliance with business policies, laws and regulations. 
While auditing is a critical capability, it is far from being real-time and 
doesn’t improve a company’s agility. 

 Regulatory Compliance forces public companies to adhere to a complex, 
bewildering spectrum of regulations that impact business processes 
across the organization. Addressing compliance leverages auditing by 
recording various events determining during an audit if and when there 
were any violations. However, after-the-fact information is insufficient for 
organizations that must prevent non-compliance as it occurs, rather 
than deal with the penalties of regulatory liability.  

 Business Intelligence (BI) provides insight into the business by enabling 
the understanding of various information assets, including customer 
databases, supply chain information, manufacturing data, and sales and 
marketing activity. BI traditionally works by leveraging a reporting 
framework on top of a data warehouse, which contains summary data 
specially organized for efficient reporting. BI has become critical to the 
operation of companies today, but it also doesn’t provide real-time 
information or the ability to dive into more detail than the summary data 
in the warehouse provide. 

In fact, BI relies mostly upon systematized, stale, summary data because 
companies update their data warehouses via daily batch processes, and the 
warehouses generally contain enormous amounts of information, including 
customer transactional history. Business reporting systems then create a few 
standard reports that can take days to generate after the data appear in the 
warehouse. BI systems can apply the warehouse data for only a few different 
types of analysis, because it takes so long to develop each BI application. 
Furthermore, BI’s batch updating removes the possibility of real-time 
understanding and decision making. Whenever the business requires ad hoc, 
real-time, or highly detailed intelligence, traditional business intelligence 
approaches fall short. This fundamental limitation of BI depends upon the core 
architecture of a data warehouse.  

Business Activity Monitoring to the Rescue? 

Business Activity Monitoring (BAM) combines the worlds of application 
integration and business intelligence. Unlike BI, BAM focuses on reporting events 
in real time. BAM solutions must deal with the flood of such real-time events 
analyze them for significance. Rules and business context built into the BAM 
solutions drive the event-processing layer by filtering out all irrelevant 
information.  

BAM typically relies upon system-generated events, where the BAM solutions 
subscribe to the events of interest and compile them for display in portals and 
other applications. BAM therefore is entirely dependent on systems generating 
events, and thus does not provide visibility into any point of interest that doesn’t 
generate an event, and often doesn’t provide sufficient context for the events to 
provide deep business visibility. 

As a result, the primary challenge that BAM faces is having access to all events 
and in particular, all the right events, in order to provide the deep visibility 
businesses need to gain a sufficiently thorough understanding of what is 
currently happening in the business. Only information that the BAM solution 
subscribed to is available, with no visibility into actual business information 
flows, and no ability to support ad hoc queries. As a result, BAM does not provide 
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a sufficient business context for effective BSM, even though BAM provides real-
time information. 

III. Service Management with SOA 

The business/IT disconnect clearly prevents enterprises from becoming truly 
agile. Dynamic businesses must be able to conduct business in real time, and 
they must have deep, flexible visibility into the operations of their business. They 
want predictive systems that can help with planning, forecasting, and financial 
visibility without having to wait for limited, dated BI reports.  

On a deeper level, companies require a greater connection between business 
and IT. The language, priorities, and contexts of these two camps have been 
entirely too separate, even though IT is nothing more than a business resource, 
just like any other resource the business might leverage to meet its goals. It’s 
fine for business and IT leaders to agree they need better visibility, but they can’t 
even agree on what visibility means. 

The big picture of SOA as Enterprise Architecture seeks to address the problem 
of business and IT context differences by offering a set of best practices that can 
help companies leverage IT capabilities as business resources in an agile, 
flexible manner. Essential to making this vision of SOA work, however, is an 
approach to management that doesn’t distinguish between ITSM and BSM, but 
rather unifies these disconnected management contexts by unifying the concept 
of service. 

The Convergence of Business Services and IT Services 

For companies to successfully leverage IT resources throughout their business, 
they must have a different way of thinking about IT. The only way to achieve 
agility is for the business to consider all IT resources to be loosely coupled 
services available as the business requires. As a result, the emphasis shifts from 
the underlying systems and the components that make them work to the 
contracted interfaces that abstract where and how the Services perform their 
duties.  

As a result, we extend the notion of SOA to a broader business context we call 
Service Orientation. Service Orientation is a business approach that considers IT 
capabilities as agile resources the company can create, discover, combine, and 
access as needed. It’s vitally important to Service Orientation, however, that we 
place services into the business context. In the technical sense, a service is a 
contracted interface, but in the business sense, a service is a representation of a 
resource that is available to the business. In other words, services are in the 
business manager’s toolbox alongside human resources (i.e., people) and 
physical resources (i.e., things).  

The critical challenge is figuring out how the business can and should use 
services in the business, and why. Business agility, of course, is the fundamental 
goal of Service Orientation, but business agility includes the requirement that the 
business must be able to respond to future, unpredictable requirements. We 
must therefore break down this strategic agility requirement into the tactical 
business issues that Service Orientation is best able to solve, including 
increased business visibility, real-time control, and regulatory compliance. 

The Power of Abstraction 

The secret to addressing these issues with Service Orientation depends on the 
services, as well as the architecture—and at the core of this secret is in how IT 
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has always dealt with complexity, which is through the power of abstraction. In a 
general sense, the term abstraction means something that represents 
something else by simplifying or altering its appearance. For example, abstract 
art represents real things without looking much at all like them. In the world of IT, 
abstraction is a way to simplify the complexities of the technology with simple, 
yet powerful representations. It’s important to keep in mind that levels of 
abstraction do not remove complexity. Instead, they hide it from the user and 
simplify a user’s interaction with complex technology. Essentially, an abstraction 
is an intentional simplification that computers can automatically resolve into the 
more complex, underlying representation. 

At the core of SOA is the service abstraction that combines the notion of a 
business service and an IT service into a single concept that represents arbitrary 
IT functionality or data to the business. Beneath the abstraction layer, there 
remains the complexity that IT deals with today. But due to the power of loose 
coupling, the services available to the business provide whatever value the 
business requires from them. 

As with any abstraction, however, there is no magic. To build such powerful 
services requires sophisticated management—essentially, the convergence of 
ITSM and BSM into a single SOA management approach that can deal with the 
full range of requirements that the business is likely to throw onto the services it 
has available. In fact, companies will not be able to break down the IT/business 
disconnect until they solve this underlying management convergence problem. 
Solving the problem, of course, depends upon the successful implementation of 
SOA, as well as ITSM and BSM. 

Furthermore, the service abstraction layer that SOA enables can help solve the 
problems of BI and BAM, enabling business users to have real-time visibility into 
the operation of their business. Services improve business visibility partially 
because of their loose coupling, but the real visibility benefit to services—in 
particular, Web Services—is the fact that they are based on XML. Because XML is 
standards-based, self-describing, and text-based, messages between 
applications that consist of XML don’t have the same issues as proprietary binary 
formats. 

Today’s SOA Management tools leverage the capabilities of XML to provide 
flexible, real-time visibility into the operations of the business. The combination 
of the service abstraction, which helps to unify BSM and ITSM into a single, agile 
concept of SOA-based BSM, coupled with the power of XML, which enables much 
greater visibility into the operations of the business, proves that Service 
Orientation is today’s enterprises’ best bet for resolving the IT/business 
disconnect. 

While the notions of IT services and business services converge into a flexible, 
abstract notion of service with SOA, its important to remember that the service 
abstraction actually helps to isolate IT from the business, enabling greater 
flexibility for both IT and lines of business to respond to changes without 
impacting the other, leading to greater agility. Instead of IT and business being 
two separate camps that don’t share a common context, services in SOA act as a 
kind of translator that enables business and IT to share an appropriate context, 
where that context consists of the services. In essence, services represent both 
the requirements of the business as well as the capabilities that IT provides to 
the business. A properly architected SOA, therefore, brings the two camps 
together in a way that promotes agility, visibility, and greater operational control 
over the business. 
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IV. The MW2 Approach to SOA-based BSM 

MW2 Consulting is a midsize professional services firm focused on offering SOA-
based solutions. Unlike many such firms, however, MW2 leverages key Service 
Orientation best practices within their organization to deliver faster, lower risk, 
more successful SOA implementations than traditional engagement approaches 
can provide. Specifically, their agile, model-driven engagement methodology 
combined with their SOA Blueprint enable MW2 Consulting to leverage Service-
Oriented approaches to deliver SOA implementations to their clients. 

The MW2 SOA Blueprint 

The MW2 SOA Blueprint enables the acceleration of the transformation of an 
organization into a Service Oriented, or Adaptive Enterprise. It incorporates all 
levels of SOA, from the underlying applications and databases, through data 
integration, IT services, the Enterprise Service Bus (ESB), on up through business 
services and processes, as well as governance and composite application 
delivery. The figure below illustrates the MW2 SOA Blueprint. 

Figure 1: The MW2 SOA Blueprint 
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Source: MW2 Consulting 

The SOA Blueprint contains the following elements: 

 Composite Application Delivery – Leverages business services to 
provide a presentation layer of new business functionality that 
semantically links enterprise data, processes and events. 

 Service Governance and Security – A foundation for managing and 
securing the lifecycle of business services. 

 Business Services – High granularity services that offer specific 
business value. Business services are composed of finer grained 
business processes and application domain (or atomic) services. 

 Business Processes – MW2 uses a business process model to define 
the execution and composition of business services from finer grained 
processes and services. Business process models define both business 
services and enterprise business processes. 

 Adaptive Integrated Runtime – The underlying infrastructure for SOA 
that will allow IT to dynamically change services based on changing 
business requirements. 

 IT Base and Composite Services – Service interfaces that represent 
simplified representations of application functionality. 
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 Enterprise Information Integration– Data integration that enables 
organizations to access multiple data sources as a single virtual data 
source. 

 Application Domain Services –Business functionality provided by legacy 
or packaged applications, often preexisting in a company’s environment. 

MW2 positions their SOA Blueprint within a domain-specific solution model that 
enables their customers to select best-of-breed solutions as part of their overall 
SOA implementation. MW2 Consulting’s SOA Blueprint leverages best practices 
for SOA projects. They apply the SOA Blueprint to CRM, Content Management, 
eCommerce, and ERP projects, as well merger and acquisition scenarios and 
regulatory compliance initiatives, including Sarbanes-Oxley compliance. The SOA 
Blueprint serves as a roadmap for aligning business and IT requirements and 
helps companies with their governance initiatives and business service reuse. 
MW2’s composite application delivery approach helps companies to compose 
business services, consolidate business processes, and shorten deployment.  

Service Management for business, operations, and development users 

MW2 Consulting offers an innovative approach to achieving Business Service 
Management which they call the MW2 Business Service Delivery Model. 
Essentially, MW2 has SOA-enabled BSM by applying their SOA Expertise to both 
BSM and ITSM. The MW2 Business Service Delivery Model provides optimized 
executive dashboards that display business objectives, metrics, and KPIs to 
measure business health in real time. They leverage the convergence between 
ITSM and BSM to provide business process visibility to measure the 
effectiveness of IT-supported business processes.  

MW2 has also SOA-enabled ITSM to enable companies to manage outsourced 
business processes. Companies can therefore manage both business services 
and IT services with the application of automated ITIL-based processes, as Figure 
2 below illustrates: 

Figure 2: The MW2 Business Service Delivery Model 

 
Source: MW2 Consulting 
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From the business perspective, business users have a high level of real-time 
visibility through a range of analytics tools that leverage business services. 
MW2’s Business Service Delivery Model abstracts business services and creates 
a business service catalog. Under the service abstraction, the Business Service 
Delivery Model leverages catalogs of both business and IT services through the 
use of a configuration management database. MW2 offers a single 
manageability solution that integrates multiple, heterogeneous CMDBs across 
the enterprise. 

The CMDB stores all relevant metadata for both business and IT services, as well 
as for any IT process that affects the infrastructure. Configuration management 
focuses exclusively on the IT infrastructure and allows for the interrogation of 
infrastructure data based on relationships among systems, applications, and 
services. 

V. The ZapThink Take 

The management space is still a boxing match, only with too many boxers. In one 
corner we have IT service management, in the second corner stands business 
service management, and in the third corner we have SOA management. ITSM is 
now reasonably mature, as companies currently have the tools and best 
practices to effectively manage IT services. BSM is less mature, partly because 
both enterprises and vendors still struggle with aligning business needs with IT 
capabilities. Meanwhile, SOA management, the logical evolution of Web Services 
management, helps companies manage their SOA implementations.  

As companies implement SOA, however, the different types of services will begin 
to converge, and SOA management will subsume both ITSM and BSM, breathing 
new life into BSM by more closely tying business needs with IT resources. 
However, the time for such seamless convergence is still in the future. Today, 
companies struggle with a disconnect between the management and visibility 
needs of IT and the business. To fill this need, MW2 Consulting offers SOA-based 
business service delivery capabilities that help companies better leverage ITSM 
and BSM to provide real-time visibility into the operations of the business.
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