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Our Customers become Service Providers
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Our Customers become Service Providers

Service – Customer Matrix
Organisation

1. Centralise, standardise 
& automate Service 

2. Offer Service Catalog

3. Manage SLAs
Service Quality

Service Profitability

Customer Profitability

CIO Pains
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Currently Implemented ITSM Processes

n=163

Helpdesk / Service 
Desk, Incident 
Management, 
Problem Management 
and Change 
Management are the 
most frequently 
implemented 
processes.
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Capacity Management 

Financial Management for IT-Services 

Availability Management 

Configuration Management Database (CMDB) 

IT-Service Continuity Management 

Service Catalog 

Release Management 

Service Request Management 

Configuration Management 

Security Management 

Service Level Management 

Asset Management 

Change Management 

Problem Management 

Incident Management 

Helpdesk / Service Desk 

Completely implemented

Partly implemented
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ITSM Process Implementation Planning

n=109

Service Level Management 
Change Management and 
Configuration Management / 
CMDB, are at the top of the 
planning agenda

Complete implementation planned

Partial implementation planned
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Availability Management 

Helpdesk / Service Desk 

Incident Management 

Financial Management for IT-Services 

IT-Service Continuity Management 

Security Management 

Service Request Management 

Capacity Management 

Release Management 

Service Catalog 

Problem Management 

Asset Management 

Configuration Management Database (CMDB) 

Configuration Management 

Change Management 

Service Level Management 
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ISO 20.000

The Road 
towards 
Service 
Excellence
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The Road towards Service Excellence
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Service Excellence Environment 
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Activities

Scope and Goal

Awareness

Process Design

Tool – Quick Result

RFCs

Training

Execution

Review

Month 1 Month 2 Month 3 Month 4 Month 5 Month 6 Month 7 Month 8

ITIL M
aturity

ITIL M
aturity

Implementing ITSM Processes – Timeline
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The Road towards Service Excellence:
Challenge 1: Use Standard Solutions

ISO 20.000
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Business Challenges:
Professionalise Service Desk

Centralise & Internationalise

Standardise

KPI-focus

Free Resources for higher 
value-add services
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The Road towards Service Excellence:
Challenge 2: Improve Change & Config. Mgt

ISO 20.000
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Business Challenges:
Become service-driven

Create an ERP for IT

Automate IT Routines

e.g. Change Mgt, Discovery, etc.
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The Road towards Service Excellence:
Challenge 3: Manage Services, not IT
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The Road towards Service Excellence:
Challenge 3: Manage Services, not IT
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Business Challenges:
Manage a Customer-Service Matrix

Create a Service Catalog

People Management: Mindset
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The Road towards Service Excellence:
Challenge 4: Align Core Business to IT Processes
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The Road towards Service Excellence:
Challenge 4: Align Core Business to IT Processes
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Business Challenges:
Provide a service-oriented view of the  
IT infrastructure 

Prioritise and monitor business 
processes

Being proactive and business-driven
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The Road towards Service Excellence:
Challenge 5: Become a proactive Service Provider
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Business Challenges:
Become proactive 

Automate Customer Requests

Think Amazon.com 
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MATERNA Quick Results

Standard Offerings

Standard Delivery

Best Practice Quality 
for a Fixed Price 
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Task Week 1 Week 2 Week 3 Week 4 Week 5 Week 6

Test

Configuration and System Setup

Training (Administrator/User)

1
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4

5

6

7 Go Live
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elivery

A
pproval

Preparation and Data Collection

Application Workshop & Decision Doc.

Project Evaluation

Quick Results Standard Project Plan
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Quick results?
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MATERNA Service Excellence

Strategic, business-driven IT

with
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