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BT Global Services Profile
In April 2008 BT launched its Engage programme, which is tasked with improving the application of innovation 
in BT Global Services accounts. There is no doubting that BT’s R&D muscle and its global reach to innovation 
partners (including universities, technology companies and strategic thinkers) is an important card it can play. 
But the specific role of Engage is to ensure BT can bring all of this to bear within important global IT services 
deals.

Bathwick’s view is that the challenge BT faces is to drive Engage into the very being of BT GS – by continuing 
to raise its profile internally and proving and quantifying the success it can help to create. We understand that 
a major campaign to address this is soon to commence.

For the purposes of this research, Bathwick has compared BT GS against the “Technology-led” model due to 
BT’s R&D and product capability.

Strategy: 3
BT created its Engage programme nine months ago to accelerate the push of innovation (including global R&D 
and partner ecosystems) into large outsourcing contracts within BT Global Services. Under its dedicated “Chief 
Customer Innovation Officer” it drives the development of specific innovation elements within an increasing 
number of large contracts – for example, the provision of innovation workshops. It also looks to leverage 
existing innovation investment from one account to another. And, as the Engage programme matures – and if 
it can make itself increasingly influential within GS – there will be further opportunity to enhance the latter.

By positioning innovation as “low cost, and high impact” BT is tapping right into current CIO thinking. Engage 
is currently aiming to scale-up rapidly and by the end of 2009 we expect to see a larger and more mature 
programme.

Market effectiveness: 4
Engage uses a ‘scorecard’ system to quantify its success: For example: the cost reductions achieved; the 
number of ideas generated; whether there has been a change in customer experience; when innovation 
makes the difference in a contract being signed-off. Engage is also targeted on how many customers are 
turned into innovation partners.
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A dedicated senior BT executive is responsible for driving the co-innovation programme, and strategy 
workshops are revisited at least once a year “to keep the relationship fresh and relevant”. Where valuable 
patents or intellectual property are created, BT is flexible on how best to share the benefits – including ways 
to guarantee customers a lasting commercial advantage.

BT says it is has a process to enable it to draw from innovation projects that have already been completed 
in order to create solutions for new contracts coming on-stream. Thus, an individual programme can be 
constructed by partly re-using components from previous programmes.

Client directors are surveyed on how the innovation programme is working and there are bonus-related 
objectives.

Commercial model: 3.3
BT has a strong grasp of how to commercialise innovation (“It’s not innovation until it’s ‘in-service’”). And 
where it does it, it does it well. It has a sensible outlook (e.g., “What cannot be measured cannot be valued”) 
with a focus around incremental innovations and less emphasis on measuring business outcomes. There 
appears to be a big emphasis on collaborative working practices from the very outset of the contract, and 
“co-innovation” plays an important role in the way BT Engage operates.

The challenge is to broaden the influence of the Engage team. With the backing of senior management, which 
it seems to have, this is certainly achievable.

BT’s focus is on the very large contracts where innovation is written in as a specific programme, and its 
preference is for a co-funded model. For selected customers who do not have innovation written into the 
contract as a specific programme, BT resource is still available to them within a co-funded model. There is 
little evidence that BT has changed this approach to suit the current economic climate. However, the Engage 
team has brought to the fore innovations that support improved business efficiency as a response to the 
current economic climate.

From April 2009 BT plans to make some aspects of its Innovation capabilities available to all GS customers on 
a separately paid-for basis.

Operational investment: 5
In addition to the large R&D budget, there is a ring-fenced budget for the core Engage programme team. 
Going forward, the scale of this team is likely to increase to aid its ability to tap into the BT R&D network.

There is a general focus within the Engage team on measurement of outputs, which is particularly important 
to a maturing organisation that has to be able to prove its worth and return on investment internally. A 
combined emphasis on technology/innovation investment and measurement of these positions BT strongly.

Customer engagement profile: 4.2
Customers tell us that the BT’s relationship is becoming more agile and responsive with an emphasis “co-
creation and collaboration”. A large MNC told Bathwick: “BT, for me, is [its Chief Innovation Officer]. This 
relationship makes things happen.” Within this particular account, which is very large and complex, BT has 
succeeded in “aligning the right people” exactly at the point when the customer needs it most.

Another customer, this time in the public sector realm, told Bathwick that BT’s “good business and industry 
understanding” helped enormously during the process of creating innovative ideas. As innovation has moved 
up BT GS’ agenda, so it seems customers are feeling the improvements.



All contents © The Bathwick Group Ltd 2009 www.bathwickgroup.com5

Innovation in Outsourcing - May 2009

TheBathwickGroup

About The Bathwick Group
The Bathwick Group, founded by Jonathan Steel in 1997, researches how businesses actually buy and apply IT to their 
business, how they innovate using technology, and how IT is supporting changes in market and organisational models. The 
specific areas of focus include dynamic infrastructure, services, smart information, sustainability, and collaboration. In 
2008, the Bathwick Services Index (BSI) was launched, a quarterly in-depth European IT Services research publication.

Much of the group’s insight is based on extensive up-to-the-minute data from end users, which results from online 
benchmarking and IT assessment activities. All such activity is based on Bathwick’s own componentised applications 
and hosted web services, and provides an ever-growing feed of customer data from most leading countries around the 
world. Bathwick combines that data and primary research activity with economic and contextual analysis in enterprise, 
mid-market and small business sectors, to offer the vendor community a range of products including research models, 
sales-enablement tools, market analysis, and strategic planning consultancy. Bathwick also works with clients in both 
private and public sectors that are planning for technology-driven change.
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Re-use disclaimer
This is an extract from a report as published by The Bathwick Group in its Bathwick Services Index, Q4 2008 published 
on March 9th 2009.

Neither Bathwick nor the analysts were paid by BT Global Services to write any part of this report. Bathwick may have 
been paid by BT Global Services to republish this report. Bathwick may have other contracts with BT Global Services for 
research and/or consultancy however no share holdings, directorships or other relationships exist.

We take every care to ensure that the reported facts, estimates, and opinions are based on information sources that we 
believe to be reliable. This report should not be relied upon as the sole source of reference on the subject matter. No 
liability can be accepted by any member of The Bathwick Group, for any loss occasioned to any person or entity acting or 
failing to act as a result of anything contained in or omitted from the content of this material, or conclusions drawn.

This materials is copyright The Bathwick Group, unauthorised reuse is prohibited.


