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Projects Service 

Re-orienting from Projects to Services

Project Management 

Service Management 



Not quite alive, not quite dead

▪Completed projects are a service

Why they’re a problem

▪Constant customer deflation

▪Constant nagging .. and they eventually eat us!

Copyright Microsoft Xbox

Projects sans Service Management 
become Zombies



Marketing

Software
Enablement

Support

Operations

Service Ecosystem

“Whole Product” – ensuring value by focusing on 
everything that complements the software

Service Management Ecosystem



• Understand market space –
competition & complementary services

• Policy and legal issues

• Financial implications: service costs/recovery

• Marketing & Outreach

• Service Support Model

Service Managers Require Business Acumen



Service 
management 

Service 
definition & 

strategy

Service support 
and provision 
(service team)

Service 
marketing and 

metrics 

E.g., manage issues & 
problems, address 

feature requests, 
growth factors.

E.g., create policies,  
determine service 
delivery & uses, factor 
in pilots & innovation.

E.g., promote, measure, 
review & improve. How 

do findings inform 
service? What additional 

challenges emerge?  

Activities 

informing a 

service 

management 

plan
Slide borrowed from Patricia Hswe, Penn State



Service Cost Modeling Components
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Define an Effective Core Messaging

Use SCIPAB:

▪ Situation: the present situation

▪ Complication: challenge/drawback of situation

▪ Implication:  Answers “so what” if no action

▪ Position: Belief about the issue

▪ Action: audience should take

▪ Benefit: what’s in it for them

Adapted from:

Presentation Skills: Captivate and Educate Your Audience

By Steve Mandel



Release to Production Checklist

Definition
▪Audience & Goals
▪Policies & Pricing

Operations 
▪Monitored and “Replayable”

Support
▪Ticketing and workflows

Training & Documentation
▪End user docs

Marketing & Communication
▪Demos, Websites
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Service Management – not just a Title

North American Snow Giraffe

©Tony Navarrete

Actions:
• Join the Service 

Management SIG
• Ask for help
• Offer insights
• Check out HC2015 

workshop materials


