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The Five Pillars of an Internal Service Model

Marin Camille Consulting LLC

Overview

As organizations grow and change, operational complexity often outpaces the internal
infrastructure needed to support it. New systems are implemented, business processes evolve,
and institutional knowledge expands, creating an increasing need for the intentional
stewardship of people, processes, and platforms.

Organizations frequently ask technical teams to hold responsibilities that span system
administration, business analysis, user training and support, knowledge management, and
change leadership. These are complementary but distinct disciplines that require different skills,
capacities, and ways of thinking and working. Building thoughtful and well-scaffolded
infrastructure around these functions allows organizations to distribute this work sustainably
and better leverage the different strengths of their people.

An Internal Service Model is a scalable approach to building the organizational capacity needed
to support an integrated operational ecosystem.

The model can be resourced in different ways depending on the size of the organization and the
systems and business processes at hand:

A centralized systems training and support team
One well resourced staff member in a small organization
Multiple specialized roles in a larger organization

A cross-functional working group

The specific structure is less important than ensuring these functions are resourced and
stewarded with planning and care.

The following five pillars form an interconnected internal service model that strengthens
organizational resilience, supports sustainable growth, and creates the conditions for people,
processes, and systems to evolve and thrive together.
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Pillar One: Governance: Roles & Responsibilities

Purpose: Create clarity around ownership, accountability, decision-making, and collaboration.

Healthy systems thrive when stewardship is clear. A governance plan establishes who owns
what, how decisions are made, and how people can collaborate effectively across functions.

This pillar creates:

Defined roles and responsibilities

Clear system and process ownership
Decision-making and escalation pathways
Cross-functional collaboration models

Shared accountability and transparency

Good governance creates the conditions for consistency, trust, and sustainable operations.

Pillar Two: Knowledge Management

Purpose: Build and sustain organizational memory, and centralize access to knowledge.

Organizations continuously generate knowledge as business processes are developed and
refined. Without regular documentation and content management, information is difficult to
access, maintain, and share. Effective knowledge management ensures that institutional
wisdom is captured, organized, maintained, and made available to the people who need it.

This pillar includes:

Centralized documentation and knowledge libraries
Information architecture and content standards
Documentation process ownership and review cycles

Sustainable practices for maintaining institutional knowledge

Knowledge management transforms individual expertise into enduring organizational capacity.
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Pillar Three: Centralized Internal Support

Purpose: Create a trusted pathway for guidance, problem-solving, and continuous
improvement.

Every organization benefits from having a clear entry point for systems questions, business
process support, and improvement requests. A centralized support model strengthens
responsiveness, creates visibility into recurring needs, and generates insight that can inform

ongoing improvements.
This pillar includes:

Centralized intake channels

Support triage and routing practices

Self-service resources and documentation

Feedback loops and continuous improvement mechanisms

Service standards and expectations

Support is a strategic function that strengthens organizational learning, cultivates trust, and
contributes to long-term operational health.

Pillar Four: Streamlined Onboarding & Training

Purpose: Build confidence, consistency, long-term capability, and a culture of learning.

Systems and business processes create the greatest value when people are equipped to use
them with confidence and clarity. Training and onboarding should be scalable, role-appropriate,
and strategically embedded within an organization's culture of learning and growth.

This pillar includes:

e Structured and streamlined onboarding experiences
e Role-based learning pathways
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e A combination of self-service and instructor-led training with internal relationship
management

® Accessible learning resources and documentation

® Ongoing skill development, accountability measures, and reinforcement

Training is an ongoing investment in organizational capacity, confidence, and shared success.

Pillar Five: Internal Change Communications

Purpose: Support staff in adapting to ongoing change with thoughtful and strategic internal
communications planning and implementation.

Organizations are continually evolving through new systems, changing business processes,
staffing transitions, and strategic shifts. These moments create opportunities for learning,
alignment, and growth when they are supported with intentional communication and
thoughtful stewardship. This pillar creates a repeatable approach to helping people understand,
learn, navigate, and integrate change into their daily work.

This work includes:

Internal communication strategies and channels
Stakeholder engagement practices

Change readiness and impact assessment
Feedback and learning loops

Implementation planning and communication protocols

Change is sustained when people understand what is evolving, why it matters, and how they can
participate in shaping what comes next.
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An Integrated Operational Ecosystem

These five pillars are deeply interconnected and mutually reinforcing.

e Defined Governance creates clarity around roles, responsibilities, decision-making, and
collaboration.

e Knowledge Management preserves and makes available institutional information.
Centralized Support makes help accessible, and surfaces needs and opportunities for
learning and improvement.

e Streamlined Onboarding and Training builds confidence, capability, and continuity.

e Strategic Change Communications help organizations evolve and adapt with clarity,
intention and care.

Together, these practices create an adaptive operational ecosystem that reduces friction,
strengthens trust, preserves institutional knowledge, and cultivates the internal capacity
needed to sustain change over time.

The goal is to create the scaffolding that allows people, processes, and platforms to evolve
together, strengthening organizational resilience and supporting sustainable growth for the long
term.
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