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Abstract

VTT Technical Research Centre of Finland has developed the Service Model for planning, re-engineering
and evaluation of information services. The Service Model has taken into account the whole service
system viewpoint.

The generic Service Model can be applied to specific cases. The whole service system, its operating
principles and the techniques used can be illustrated by using the model. The Service Model comprises of
three levels:

Value net outline describes interdependencies between different actors related to information and cash
flow, other economic benefits, authority regulations as well as administrative and contractual relations.

Service process describes actors, operations and interfaces to other processes, and the flows (e.g. information
and cash flows) between them. Service process provides a view to realisation of the service. It is based on the
Finnish telematics architecture (TelemArk).

Technology view is a simple illustrated overview of techniques and hardware used for the service.

Service process is the most extensive of these descriptions and includes also the information presented in
the other levels. However, value net outline and technology view help to perceive and illustrate the
described service. Hence, it is recommended to use all the three levels when describing a service.

The Service Model is useful for planning the organization of a service and as a tool for the evaluation of
the entire service system. It can also be used for more specific evaluations. The Service Model can be
used for evaluation in every stage of the service life cycle. It is probably most advantageous in the stage of
concept design.
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