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Service Component Model
The Service Component Model provides a framework for identifying and defining the business capability that must be in place to support BRM business processes. The Service Delivery Model takes this analysis further and recommends how each capability may be made available to the consumers of the capability.  The Service Delivery Model identifies and defines the various consumers of services, or “user types”. It maps those users to service components, and for each instance proposes the "delivery channel" to be used to deliver the service in an effective and efficient manner.

The service delivery model identifies and defines the various consumers of services, or “user types”. It maps those users to service components, and for each instance proposes the "delivery channel" to be used to deliver the service in an effective and efficient manner.

User Types: User types are generic customers – constituents that might take advantage of or consume a service.  User types are role-based in nature; an individual may perform different roles depending on the activity being performed.

Service Delivery Channels:  Service delivery channels indicate the manner in which each service component would be accessed by the users who have access to it.  Typically, delivery channels are organized into a tiered structure. The users of each service component gain access at a particular level and may be escalated to successively higher levels as necessary.
	0
	Tier 0 – Direct Access.  The Direct Access tier enables the user to perform an action related to the task or activity without any direct involvement or guidance from another person. This environment provides the capability for managers and employees to directly enter and receive data. It also provides a means for communicating critical information, posting FAQs, and announcing policies and procedures.

	1
	Tier 1 – Call Center.  The Call Center tier enables the user to speak to a Human Resource generalist who utilizes scripts and knowledge base to respond to a wide variety of questions and issues. If necessary, a call center human resources generalist may transfer a call to a subject matter expert at tier 2.

	2
	Tier 2 – Subject Matter Expert.  The Subject Matter Expert tier interprets policy to respond to escalated issues and questions. The subject matter expert usually has a specialized experience or knowledge in a specific topic that the service component is related to (e.g., benefits processing) and is typically empowered to make routine or low-risk decisions. A subject matter expert may transfer a question or issue it to a decision maker at tier 3.

	3
	Tier 3 – Decision Maker.  The Decision Maker tier responds to complex issues, questions and critical incidents. The decision maker interprets policy and has decision-making authority around complex issues, questions and critical incidents. They also maintain operational oversight and focus on employee satisfaction.
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