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Where are the data driven opportunities create value 
with CSNs? 

Case	Studies	



Data Diagnostic Framework
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Leading Practices 

Cultural	Issues

People	Issues

Collaboration	
Issues

Soft	Issues

“Political	work	has	to	take	place	first”

1. Top	management	support	with	clear	vision	&	strategy	
(ambitious	strategy	/‘me	too’/defensive	strategy)

2. Create	awarenessand	market	the	‘innovative	service’	
concept	as	innovative	approach	

3. Incentivise	working	closely	with	different	
departments/communities

4. Find	and	work	collaboratively	with	innovative	
supporters	in	your	service	network.		

5. Share	best	practices	with	and	among	network.

6. My	organisation	should	appoint	CIO	or	CDO	who	is	
accountable	for	an	enterprise-wide	information	
governance	programme

Practices	to	overcome	this	barrier

Resistance	
How	to	establish	 a	strong	culture	of	using	
data	within	your	network?



Data Diagnostic Tool Demo 



Levels of Analysis 

Priorities	
Dashboard	

Overall	Gap	
Assessment	

Detail	Practice	
Gap	Assessment	

• A	list	of	high	and	
medium	issues	and	
leading	practices	that	
should	be	considered	
per	dimension			

• Ranking	the	Highest	
(3,4)/medium	(2)
scores	based	on	
future	direction	
assessment	“This	
should	be	considered	
as”

• Gap	analysis	between	
the	summation	
scores	of	current	
issues/practices	and	
issues/practices	to	be	
considered	

• A	detail	analysis	
based	on	the	highest	
to	the	lowest	gap	
score	for	the	leading	
practices	that	need	to	
be	considered	

• Balance	indicator	for	
overestimate	
practices		(Score:	(-
2)- (medium),	(-3,-4)-
(High)	



Priorities Dashboard 



Overall Gap Assessment 
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Overall Gap Assessment 
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Detail Gap Analysis 



Application- How to be used 

Complex	
Service	
Network

Service	
1

Service	
2

Service	
N

An	Organisation	has	a	number	
of	services	as	defined	within	its	
Complex	Service	Network
(CSNs)

Data	Supports	the	Services	
with	the	CSN

• The	Data	Diagnostic	Survey	
helps	understand	barriers	
and	Improvement	areas	
within	Data	Services.

• Use	methods	such	as		
Workshop,	Interviews	for	
the	data	collection	

The	Survey	results	can	be	
used	as	input	into	
formulating	
Recommendations	on	
how	to	improve	your	
Data	Services

Gap	
Assessment	

“It's	an	impressively	comprehensive	survey	that	touches	on	a	lot	of	deep	and	
fundamental	issues. In	my	review,	I	don't	see	anything	that	is	completely	
absent”

“I	like	it,	looking	forward	to	the	last	version”

“This	is	great	and	definitely	it	will	guide	us	to	build	our	data	model	right	”



Priorities Dashboard: Data Sources Availability 
Issues

Marrying	the	production	datawith	the	diagnostic	
data that	comes	directly	from	the	labs,	.	Again,	

this	is	not	there	right	now,	there’re	no	clear	plans

Massive	poultry	and	swine	companies	that	have	
many	different	operations	and	just	to	help	them	
collect	the	data	from	their	different	sites	would	

be	beneficial

the	completeness	of	the	data,	with	all	the	right	
customer	IDs etc.	 It’s	hard	for	us	to	kind	of	relate	
that	data	to	anything	meaningful.	,	if	we,	say	
take	use	case	of	pork,	I’m	 not	sure	how	many	
pork	customers	use	our	diagnostic	software.	
Whether	the	dataset	will	be	complete	or	not,	I	

don’t	know

we	don’t	have	enough	data	and	understanding	
yet	to	be	able	to	get	to	predictive	analytics	

so	the	key	is	how	to	get	that	correct	data	to	the	
right	person,	in	our	company,	to	assist	the	

customer

Technology	perspective	would	the	connectedness	
of	the	labs	to	the	internet,	if	you’re	not	connected	
to	the	internet,	what	would	you	do? So	it’s	a	

common	scenario	in	so	many	labs	across,	not	in	
the	U.S.,	 if	you	go	to	Africa	or	Asia-Pacific,	it’s	a	

big	challenge



Zoetis Gap Assessment: Issues 
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Questions



Forthcoming Webinars

Date
14:30hr GMT

Topic Invited	
speaker

April	11th Mapping	Ecosystems:	Identifying	Service	Innovations.																													
***TOOL***

Prof.	Andy	Neely

May	9th Supplying	innovation:	unlocking	innovative	behaviours
in	the	supply	chain

Dr.	Jingchen Hou

June	13th Facilitating	Co-Creation	in	Living	Labs:	The	Josephs
Study

Katherine	Greve

July	18th Service in	the	Platform	Context:	a	review	of	the	state	
of	art

Xia Han

September	12th Enterprise	KPI’s	– Aligning	metrics across	complex	
service	networks

Prof	Andy	Neely

October	3rd Critical Incidents	in	complex	services	contracts:	human	
causes	and	means	of	prevention

CharaMakri

November	14th Tools Webinar	– Data	Diagnostic	Tool Mohamed	Zaki

December	12th Feedback	from	the	Frontline:	Engaging	Front-Line	
Employees	in	Service Contracts

Florian	Urmetzer


