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Enterprise IT service management
transformation
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The business situation

A large organisation needed to move from reactive IT service management towards a more

proactive, business-aligned service model. Issues included inconsistent service ownership, weak

catalogue discipline, variable incident and problem management, limited benefit tracking and

unclear executive visibility of service risk and value.

Why it was complex

Service management weaknesses were embedded in process, ownership, tooling and culture.

The organisation needed improvement actions, not only an assessment score.

Service risk had to be visible in language executives could act on.

Benefits depended on changing behaviour and governance, not only improving documentation.

What changed

The work translated ITSM diagnostics into a target-state service model, first-wave process

priorities, governance cadence, service ownership, measurement and a practical improvement

roadmap. Priority areas included major incident, problem, change, service catalogue, continual

improvement and executive reporting.

Commercial and operational impact

The organisation gained clearer service ownership, stronger operational control, better risk

visibility and a practical route to improve resilience, experience and service value.

E K S E L E N S  C O N S U LT I N G  ·  C A S E  S T U D Y

Roadmap from reactive IT to managed service

maturity
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Delivery moves

Assessed maturity across key ITSM processes and service ownership.

Identified first-wave priorities with the fastest resilience and value impact.

Designed target-state service ownership, governance and performance measures.

Translated diagnostic findings into a mobilisation roadmap and benefits tracker.

Improved executive visibility of service health, risk and value.

Evidence of value

Clearer service ownership and accountability.

Improved operational control and governance cadence.

More actionable view of risk, performance and service improvement priorities.

A practical roadmap rather than a report-only assessment.

W H AT  T H I S  P R O V E S

ITSM transformation is valuable when it connects ownership, process,
tooling, governance and measurable business outcomes. Ekselens helps
clients move from maturity scoring into implementation-ready change.

Relevant Ekselens services

IT Service Management and Optimisation Service Transformation Governance and Reporting

Benefits Realisation Business Change and Adoption

K E Y  TA K E AWAY

Outcome-led transformation: stabilise the core, simplify delivery, strengthen governance and

make benefits visible.
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N E X T  S T E P

Book a discovery conversation

A focused conversation will help us

understand your context, identify the right

starting point and define practical next steps.

C O N TA C T

info@ekselens.com

+44 (0) 20 7874 7217

5th Floor, 167-169 Great Portland Street, London,

W1W 5PF

Technology-driven transformation. Practical

delivery. Measurable value.
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