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1. SCM- Strategic Capability 

Model: WHAT does the 

business want to do and 

achieve, how to monitor and 

measure, and what high level 

capabilities and services are 

envisaged to provide the key 

products and services?

2. BCM- Business Capability 

Model: HOW can the 

business and operate to 

optimise how it provides 

the key products and 

services? want to do and 

achieve, in a manner that 

is AGNOSTIC TO FUTURE 

IMPLERMENTATION.

3. ECM- Enterprise Capability Model: How 

will the established and optimized 

business strategy and Design be 

IMPLEMENTED by a supporting 

enterprise (People, Technology, Plans, 

…) optimise how it provides the key 

products and services? 

4. CCM- Change Capability Model: What 

specific areas need to be implemented 

or changed and transformed in order to 

ensure that the business has the agility 

and speed to improve redefine how it 

provides the key products and 

services, , 

THE 4-STAGE EVOLUTION OF  THE CAPABIL ITY  MODEL ( XCM)
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1-STRATEGIC CAPABILITY MODEL (SCM)
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STRATEGIC  CAPABIL ITY MODEL (SCM) :  ETOM ( 1 )
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STRATEGIC  CAPABIL ITY MODEL (SCM) :  ETOM (2)
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STRATEGIC  CAPABIL ITY MODEL (SCM) :  ETOM MAPPED TO BUSINESS CANVAS
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S T R A T E G I C  
C A P A B I L I T Y

STRATEGIC  CAPABIL ITY MODEL (SCM) :  ETOM (3)  – STRATEGY X-MATRIX

K
P

I’S



E A  T R A N S F R O M C O N F I D E N T I A L
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2-BUSINESS CAPABILITY MODEL (BCM)
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BUSINESS CAPABIL ITY  MODEL (BCM) :  TELECOMS 
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Traceability from system functionality → Capability → Process Step → e2e process → business KPI, creating a 
premise to base all application rationalization/modernization initiatives on KPI impact. 

End-to-End Business 
Scenarios

Trouble to Resolve Trouble to Resolve Billing

Key Performance 
Indicators (KPI’s)

% Repeat Problems %e-Bills Issued

% Problems Reported by 
Customer

% Bills Inaccurate Payments by Channel

% First Call Resolution Average Wait Time
Average Time to Fulfil 

Order
Distribution across 

Channels

% Problems Resolved 
by Due Date

Incident Resolution 
Time

% Orders Delivered by 
Commit Date

Supported by:

Capabilities 
Supporting Business 

Processes 

Customer 
Management

Order Management
Customer Incident 

Management
Bill Calculation and 

Presentment
Payments and 

recharging

Realized through:
IT Systems that
implement the 

Capabilities
CRM Functionalities Ticketing Functionalities Billing Functionalities

TRACEABIL ITY FROM KPI ’S TO CAPABIL IT IES/PROCESSES/SERVICES/ IT
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Traceability from system functionality → Capability → Process Step → e2e process → business KPI, creating a 
premise to base all application rationalization/modernization initiatives on KPI impact. 

TRACEABIL ITY FROM KPI ’S TO CAPABIL IT IES/PROCESSES/SERVICES/ IT  ( 2 )

Business Process 
View

Average Wait Time Average Time to Fulfil Order
% Orders Delivered by 

Commit DateKPI View

Capability View

Customer Interface 
Management

Inbound Call 
Routing

Store Token/Queue 
Management

Manual Customer 
Interaction

App Functionality
View

Inbound Call Routing

Communication Gateway eVoice
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BCM USED FOR BUSINESS ANALYSIS  & OPTIMIZATION ( 1 )
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Revenue / 

Cost
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Cost control 
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BCM USED FOR BUSINESS ANALYSIS  & OPTIMIZATION (2 )

Differentiated

Competitive

Target 

Competency

Base
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3-ENTERPRISE CAPABILITY MODEL (ECM)
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1 2

3 4

C

Business & Strategy 
Profile & Oversight Link 

Change Portfolio- PGMs & Projects
Profile & Oversight Link 

Enterprise IT App., Data, Technology
Profile & Oversight Link 

Organization
Profile & Oversight Link 

ENTERPRISE CAPABIL ITY  MODEL (ECM) :  TELECOMS
B C M  I S  M A P P E ,  P R O F I L E D ,  A N D  “ B A S E L I N E D ”  W I T H  R E S P E C T  T O  
T
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Business Capability Model

(BCM)

The Value

Chain

Planning 

Analysis & 

Refinement

Execution and 

(S)TP

Monitor and 

Manage
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• Fact based analysis made with 4+1 

mapping

• Business capabilities are assessed in 

relation to the 4 aspects

• Optimised roadmap and change 

(implementation) planning made based 

on uptodate valid enterprise insight and 

data

COMBINING LENSES ALLOWS FOR STRATEGIC  DECIS ION -MAKING IN  BOTH BU SINESS 
AND IT

The Value

Chain

Planning 

Analysis & 

Refinement

Execution and 

(S)TP

Monitor and 

Manage

B
u

s
in

e
s

s

A
d

m
in

is
tr

a
ti

o
n

M
a
rk

e
ti

n
g

A
s
s

e
t 

M
g

m
t 

&

P
ro

d
u

c
t

D
e
v

e
lo

p
m

e
n

t

S
a
le

s
 &

 

C
h

a
n

n
e
l

M
a
n

a
g

e
m

e
n

t

N
e

w

B
u

s
in

e
s

s

C
u

s
to

m
e
r 

S
e
rv

ic
e

C
o

n
tr

a
c

t

A
d

m
in

is
tr

a
ti

o
n

F
in

a
n

c
e

B
u

s
in

e
s

s

A
d

m
in

is
tr

a
ti

o
n

M
a
rk

e
ti

n
g

A
s
s

e
t 

M
g

m
t 

&

P
ro

d
u

c
t

D
e
v

e
lo

p
m

e
n

t

S
a
le

s
 &

 

C
h

a
n

n
e
l

M
a
n

a
g

e
m

e
n

t

N
e

w

B
u

s
in

e
s

s

C
u

s
to

m
e
r 

S
e
rv

ic
e

C
o

n
tr

a
c

t

A
d

m
in

is
tr

a
ti

o
n

F
in

a
n

c
e

Business

Activity Level

Operations 
Planning

Service 
Management 

Contract &
Policy Setup

Channel 
Managemen
t

Campaign 
Managemen
t

Alliance 
Management

Product 
Management

Manufacturing 
Planning Distribution 

Planning

Operational 

Control

Financial 

Control

Accounting 
&Finance 
Planning

Asset & 
Liability 
Managemen
t

Funds 
Management

Trading

General 
Ledger

Treasury

Claims 
processing

Contact 
Servicing 

Inforce 

Processing

Check 

Processing

Contract 
Administratio
n

Correspondenc
e

Intelligent 
Routing
Contact 
Repository

Customer
Profile

Fees & 
Commission
s

End-customer 
marketing

Campaign 
Execution

Product 
Developmen
t

Sales 
Support

End-
Consumer 
Sales

Conservation

Human 
Resource

Business 
Planning

Managemen
t Manual

Advisor/ 
Intermediary 
Administratio
nAdvisor/
Intermediar
y Setup

Wholesales

Product Profile
Implementatio
n

Regulatory 
Reporting

Training

Council 
Services

Systems & 
Facilities 
Helpdesk

Organisation Lens



E A  T R A N S F R O M C O N F I D E N T I A L

S
tra

te
g

y
 &

 P
la

n
M

A
N

A
G

E
E

X
E

C
U

T
E

M A R K E T I N G  &  

C U S T O M E R  

M A N A G E M E N T

M E R C H A N D I S I N G
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ENTERPRISE CAPABIL ITY  MODEL (ECM) :  USED AS BASELINE TO ASSESS 
CURRENT ENTERPRISE AND OPTIMISE PROGRESSION TO TARGET 
OPERATING MODEL (TOM)   
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OPTIMISATION OF THE IT  FUNCTION WITH CAPABIL ITY  OWNERSHIP ( ILLUSTRATIVE)
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4-CHANGE CAPABILITY MODEL (CCM)
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1. SCM- Strategic Capability 

Model: WHAT does the 

business want to do and 

achieve,  and what high level 

capabilities and services are 

envisaged to provide the key 

products and services?

2. BCM- Business Capability 

Model: HOW can the 

business be established 

and operate to optimise

how it provides the key 

products and services? 

want to do and achieve, in 

a manner that is 

AGNOSTIC TO FUTURE 

IMPLERMENTATION.

3. ECM- Enterprise Capability Model: How 

will the established and optimized 

business strategy and Design be 

IMPLEMENTED by a supporting 

enterprise (People, Technology, Plans, 

…) optimise how it provides the key 

products and services? 

4. CCM- Change Capability Model: What 

specific areas need to be implemented 

or changed and transformed in order to 

ensure that the business has the agility 

and speed to improve redefine how it 

provides the key products and 

services, , 

1. B

THE 4-STAGE EVOLUTION OF THE CAPABILITY MODEL ( XCM)
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CCM (CHANGE CAPABILITY MODEL) COMPRISES OF ONLY 
THE AREAS OF CHANGE IDENTIFIED ON THE CAPABILITY 
MAP


