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Refocusing the Human Contribution: Automation in 

the Cloud Transforms IT Services Business Models

OR

óEdgeô, Nicholas Carr & the Cloud!
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ñCompanies around the world have spent billions of dollars on 

information technology, yet in most cases the investment has failed to 

deliver any genuinely competitive advantage.  Nicholas Carr explains 

why this is so éò ïGary Hamel 

óDoes IT Matter? 

Information 

Technology and 

the Corrosion of 

Competitive 

Advantageô

Nicholas Carr     

(HBS Press 2004) 

expanding on his 

seminal article in the 

Harvard Business 

Review, May 2003

óEdgeô, Nicholas Carr & the Cloud!
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The Economist December 2006

ôConsumer technologies are invading corporate computingõ

óEdgeô, Nicholas Carr & the Cloud!
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High Technology/Human  ratio

High Human/Technology  ratio

Enterprise IT, óPure Play ó & 
Classic IT Services Firms, 
Specialist Service Ventures

Commoditised, Consumer, 
Web, SaaS, IaaS, PaaS, Apps 
and Process as Services Firms

The Flip ï
Capture & 
Automation 
of the 
Intangibles

Unit 
cost 

Volume

The Flip

óEdgeô, Nicholas Carr & the Cloud!
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Focus #1

Itôs The Humans, Stupid

The Human Roots of Sustained 

Competitive óEdgeô
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VOnly a businessô competitive óedgeô rewards its 

stakeholders

V Only purpose of IT in the business mix is to (contribute 

to) creation & delivery of that óedgeô

V In competitive & dynamic markets, deliberate means 

for sustaining that óedgeô are vital 

V All as true for the supplier as the client! 

óEdgeô and Sustained óEdgeô 

ñTechnical progress should never be the goal, only the meansò  

Laszlo Moholy-Nagy (1920)
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Three Measurable Propositions

Proposition #1

óEdgeô lies increasingly with the human contribution (human 
capabilities) to the exploitation of technical capabilities for value

Proposition #2

óEdgeô is learnt by ódoing itô better than the competition ïand 
maintained by continual innovation and fresh learning gained in 
fighting to keep ahead of the competition

Proposition #3

Roots of óedgeô lie in a broad spectrum of human capabilities, 
from deep technical professionalism to deep application 
professionalism: delivery of a specific óedgeô requires a specific 
blend of (competencies + skills + experience) 

Courtesy of  The Leading Edge Forum .
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Application 

Professionalism
Technical 

Professionalism

Breadth of the Human Capabilities Spectrum

Courtesy of  The Leading Edge Forum .
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High Low

Differentiating Technical vs. Application Professionalism 

Segmenting by Human Value Add
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High Low

Differentiation thruõ 
deep intimacy with 
specific market 
verticals, specialised 
areas of commerce

Differentiation thruõ 
commoditisation of 
infrastructural &  
generic transactional 
services

Differentiation thruõ 
innovative 
technology enabling 
specialised verticals, 
sectors of commerce

Differentiation thruõ 
rapid technological 
innovation ð
potentially generic in  
application

Roots of Business Model Differentiation*  

* Segmented by Focus 

on Human Value Add 

Courtesy of  The Leading Edge Forum .
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High Low

Capability for more 

Specialist  óAppsô

Capability for 

Infrastructural 

Services

Capability for Generic 

Transactional  óAppsô, 

& Shared Services

Resourcing the Enterprise IT Team 

Courtesy of  The Leading Edge Forum .
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High Technology/Human  ratio

High Human/Technology  ratio

Enterprise IT, óPure Play ó & 
Classic IT Services Firms, 
Specialist Service Ventures

Commoditised, Consumer, 
Web, SaaS, IaaS, PaaS, Apps & 
Processes as Services Firms

The Flip ï
Capture & 
Automation 
of the 
Intangibles

Unit 
cost 

Volume

Resourcing the Supply Side Team
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Selecting the right 
functionality in 
IT applications

Selecting the right 
capability in 
organisations

1980 1990 2000 2010

Maturing & 

Diversifying 

of Supply 

Options

From a Focus on Functionality

to a Focus on Capability 

Courtesy of  The Leading Edge Forum .
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Focus #2

We are all in the Business of 

Business Services Now

The Move to the Services Model, 

The Cloud, and Its Consequences

Copyright © 2010 Dr Richard Sykes All Rights Reserved.

Focus #2



Software-as-a-

Service & Apps-as-

a-Service

Platform-as-a-

Service

Infrastructure-

as-a-Service 

Process-as-a-

Service

The Legacy Stack: 
Tightly Integrated

Processes-as-a-

Service

Software-as-a-Service 

&  Apps-as-a-Service

Platform-as-a-

Service

Infrastructure-as-a-

Service

The Virtualised 
Stack: Loosely 

Coupled

From System 

Integration.....

.....To Service 

Integration.

Evolution into Cloud Sourcing

Business  Systems & 

Processes

Application Softwares

Platform: Integrated

Infrastructure + 

Operating Systems  

Infrastructure (data 

processing, storage & 

networks)
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A Global Market Place of 
Discrete & Directly 
Sourceable  (Technology -
Enabled) Business & 
Consumer Services

The Cloud  (at its most fundamental)
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Enterprise Business Processes & 

Technology Legacy  Operations: 

Tightly integrated

People, 

Assets

People, 

Assets

FM 
Outsourcing

Services

Services

Direct 
Sourcing

Vendor Business Processes & 

Technology Legacy  Operations:

Tightly Integrated

The Facilities Management (FM)  

Outsourcing Model

Courtesy of  The Leading Edge Forum .
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People, 

Assets

Services

People, 

Assets Services

FM 
Outsourcing

Services

Services

Direct 
Sourcing

Enterprise Business 

Processes & Technology 

Operations

Vendor Business 

Processes & Technology 

Operations

People, 

Assets

Services

People, 

Assets Services

FM 
Outsourcing

Services

Services

Direct 
Sourcing

Enterprise Business 

Processes & Technology 

Operations

Vendor Business 

Processes & Technology 

Operations

Services

Services

Direct 
Sourcing

Loosely Coupled & 
Service Integration 

Tightly Coupled & 
Systems Integration

óServices 2.0ô

óWeb 2.0ô, Specialised & 
Commoditised óVirtualô 
IaaS, Paas, SaaS, Apps 
& Processes as Services

The Direct Sourcing of Services (DSS) 

Model

Courtesy of  The Leading Edge Forum .
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B2B IT Services have developed business models that are:

Å people intensive and 

Åbased on face-to-face direct supplier/client engagement.

Cloud Sourcing business models are in contrast: 

Åtechnology (rather than people) intensive and

Åbased on on-line & automated supplier/client engagement.

Seen from the user/client side, to gain the benefits & to control 

the risks of this new supply-side business model requires fresh 

approaches to outsourcing, procurement, and business 

assurance.  

The Direct Sourcing of Services (DSS) 

Model
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Cloud Sourcing potentially will allow a business to sharply 

reduce its operating costs while gaining new degrees of 

operational flexibility & agility and simultaneously reducing its 

demand for capital.  

To effectively benefit from the new DSS model & Cloud 

Sourcing requires significant systems transformation and a 

major shift in procurement processes for most clients.

The DSS model and Cloud Sourcing will also require most 

suppliers to (re-)position and transform their business 

models if they are to remain competitive.   

And - Why Cloud Sourcing?
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Focus #3

It is still the People, Stupid!

Cloud Sourcing Is About 

Transformation ïBoth Client 

and Vendor/Supplier 
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High Technology/Human  ratio

High Human/Technology  ratio

Enterprise IT, óPure Play ó & Classic 
IT Services Firms, Specialist 
Service Ventures

The Flip ï
Capture & 
Automation of 
the Intangibles

Unit 
cost 

Volume

Commoditised, Consumer, Web, 
SaaS, IaaS, PaaS, Apps & 
Processes as  Services Firms

Supplier focus in making 
technology ósweat the 
assetsô (high utilisation, 
reliability & flexibility):

Commodity manufacturing 
skills plus service  
orientation & capabilities

Supplier focus on 
delivering high application 
specificity: Specialty end-
application-aligned 
services 

Highly tuned to specific 
end-market requirements.  
Strong partnership 
orientation & capabilities   

Very Different Kinds of óBums on Seatsô!!        

The Supplier Transformation

Courtesy of  The Leading Edge Forum .
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