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Chapter 6 | Service processes

CSL needs to consider both the risks and benefits as it continues to grow and extend its portfolio
of services. There is a danger that CSL will stray beyond its current operational competence, but
because the changes have been incremental it may be that CSL is incurring more cost than is
sensible because it has been somewhat reactive to its customer demands. In particular, CSL must
consider how to deal with the increasing complexity of service provision.

CSL is also facing competition from larger organisations providing outsourced IT services to major
companies. Despite diversification, CSL continues to face both lower volumes of business from each
customer and erosion of its margins. Until recently this has been offset by the acquisition of new
customers, but this rate of growth is also slowing.

It has been suggested that CSL enter the IT solutions market. This would be attractive to some of
CSL’s major accounts, who are hoping to invest in significant IT solutions in areas such as enterprise
resource planning (ERP) and customer relationship management (CRM).

Questions
In order to identify the issues for CSL:

1 Compare and contrast the operational challenges CSL would face in delivering IT solutions as
opposed to its traditional business.

2 How would you recommend that CSL develop the required operational capabilities to deliver IT
solutions?
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