
Leveraging our experience to 
evaluate the maturity of your service 
management, and transforming your 
IT landscape into business-focused 
delivery services.
Our service management maturity assessment is an efficient and cost 
effective means of evaluating your service performance and initiating a 
service improvement programme that advances your IT efficiency and 
supports your business needs.

What assessments are available?

Are you assessing a team, function, process area or tooling challenge, 
or is the scope much broader?

Our service advisory team offers three service management maturity 
assessments, Lite, Lite+ and Full, as well as a number of extended 
assessments focused on specific activities, including service desk, 
tooling and automation assessments. We will evaluate and advise you 
on the best choice to support your specific issues, and will help you to 
achieve your required business outcomes and operational priorities.

Our assessments use a tried and tested approach which we continually 
refine, ensuring that we offer our clients practical steps to build 
increased maturity.

Service Management 
Maturity Assessment

Why choose CGI?
Customer demand for new digital 
services continues to shape our 
clients’ priorities and key initiatives. 
At the same time, technology no 
longer just enables change:  
it drives it. 

Clients increasingly favour global, 
end-to-end services firms. They 
require trusted partners with 
deep industry and technology 
knowledge, and a proven ability 
to provide relevant advice whilst 
delivering quality and innovation 
anywhere in the world.

 

ASSESSMENT 
PLANNING
• Understand drivers 

• Obtain organisation 
structure 

• Develop assessment 
approach 

 

DATA GATHERING
• Interviews 

• Workshops 

• Review 
documentation 

• Real-time review and 
observation 

 

ANALYSIS
• Analyse notes 

• Identify key 
strengths, 
weaknesses, 
findings, 
recommendations 

 

IMPROVEMENT 
PLANNING
• Agree findings  

• Agree next steps

 

REPORT 
PRODUCTION
• Write report and 

produce draft 
roadmap 

• Prepare presentation 
slides approach

• Agreed problem 
statement 

• Agreed interview 
schedule 

• Identified 
administrative 
support

• Notes for analysis • Scoring and rating 

• Key findings 

• Key 
recommendations

• Presentation of 
findings - agreed 
roadmap and 
recommendations

• Draft roadmap 

• Process maturity 
assessment report



• Assessment planning – working with you to understand specific 
requirements and to plan the scope of the assessment. 

• Data gathering – in line with the agreed scope. The assessment 
consists of interviews with key stakeholders, observing disciplines in 
action and reviewing selected documentation. Information gathered is 
compared with recognised best-practice approaches. 

• Analysis – we will undertake analysis of the data gathered against 
service management global best practice and the maturity matrix to 
ensure we apply the correct current rating and document the agreed 
proposed maturity rating. 

• Report production – we provide reporting for each service 
management activity which produces a maturity rating along with 
commentary, recommendations and an improvement plan. 

• Improvement planning – we will ensure that the assessment identifies 
and documents recommendations for improvements by identifying 
activities to help your organisation achieve the agreed target maturity 
level.

In addition, our advisors will provide direction and structure to your 
improvement activities, enabling the service management focus to shift 
from only process to alignment with service value chains and business 
outcomes.

“Speak to CGI’s service 
advisors about how 
they can help your 
organisation realise the 
full potential of IT service 
management.”

About CGI 

Insights you can act on

Founded in 1976, CGI is among the 
largest IT and business consulting 
services firms in the world.

We are insights-driven and 
outcomes-based to help accelerate 
returns on your investments. Across 
hundreds of locations worldwide, 
we provide comprehensive, 
scalable and sustainable IT and 
business consulting services that 
are informed globally and delivered 
locally.

Learn more at www.cgi.com/uk

For more information
Email us at enquiry.uk@cgi.com
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Our expertise

Our experienced advisors conduct 
all of our service activities with 
support from subject matter 
experts, including: 

• IT and enterprise service 
specialists 

• Service architects 

• SIAM subject matter experts 

• ITSM process experts 

• Service centre and service 
desk operations managers 

• IT and enterprise tooling 
architects

Getting an independent and 
objective review of all of your 

service management activities 
Independent Review

Helping you prepare for a 
major programme such as 

digital transformation 
Digital Transformation

Preparing for a move to a 
multi-vendor operating model, 
such as a Service Integration & 
Management (SIAM) approach

Multi-vendor Operating 
Model

Collating findings into a single 
deliverable which can be used 

as a baseline for continual 
service improvement

Service Improvement


