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Service Management is how teams manage the end-to-end 
delivery of services
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Growing the computational capability of 
New Zealand researchers for our wellbeing

collaborative values       +       eResearch expertise       +       shared infrastructure

Computing 
platforms & 
services

Data & software 
tools

Consultancy & 
partnerships

Training & 
capability-building

www.nesi.org.nz
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The research sector and its needs continue to evolve

Growing need to engage (more/differently) with IT teams 
and vendors 
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What these changes mean for NeSI

More deliberate Service Management to support quality experiences for 

our researchers and customers

- Scalable, reproducible approaches to support more services for 

different customers

- Transparent, and compatible processes to allow more people to 

contribute and collaborate
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Our approach
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Our approach(es)
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FitSM fundamentals

❏ Need a process that is embraced / implemented / part of ways of 

working

❏ Need someone who ‘owns’ it

❏ Needs to be continuously improved

❏ Not going to work without senior stakeholder and team buy-in
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Case Study: Service Management 
for AgResearch’s eResearch 
Infrastructure

13



New Zealand  eScience  InfrastructureNew Zealand  eScience  Infrastructure 14

“What does AgResearch need to feel comfortable?”
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Incident Management
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Change Management
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Service Design, Product Management & Continuous 
Improvement
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Tools that enable us to manage services
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Conclusions
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www.nesi.org.nz

@NeSI_NZ

support@nesi.org.nz

https://www.nesi.org.nz/apply 

mailto:support@nesi.org.nz

