
IT Services Excellence: 
A Customer First Focus

“Deliver services that 

provide extraordinary 

user experience and 

value, while challenging 

the status quo in 

order to promote a 

culture that embodies 

excellence, innovation 

and dedication to the 

development of new 

business for Logicalis”

The Logicalis Services 

Team Mission Statement



Customer expectations have changed. Customer needs have also changed. Today’s 

enterprise technology organization is expected to deliver game-changing developments 

like digital transformation and enabling the internet of things and analytics. Your IT team 

is expected to accomplish these goals while continuing to maintain and upgrade legacy 

technology.

To do this requires both internal and external partnership, experience, and technical 

expertise. Often this means partnering with a services provider that enables you to focus 

on your core business while technology experts attend to your IT infrastructure and 

immediately provide you with high levels of operational maturity.

This type of services model is a proven, cost-effective way to manage your IT operations 

and deliver higher service levels to your organization. But that isn’t always enough.

Traditional IT Services is Evolving

Services are often delivered on a spectrum – from basic maintenance to more strategic 

services that help you accomplish those game-changing goals. Regardless of the type of 

service, the goal has traditionally been to supplement existing staff and improve service 

levels, however next-generation IT services providers are focused on helping you improve 

outcomes for your internal and external customers. This “customer first focus” seeks to 

create an exceptional customer experience throughout the entire services process.   

Customer-Centric Culture
When selecting a services partner, consider whether they are focused on delivering a 

customer-centric culture to help you achieve your goals. Here is a 10-point checklist of 

attributes that you should look for in a services partner:

1. Expertise – must have the technical knowledge necessary to complete tasks, 

including proper vendor certifications

2. Innovative – must be able to introduce new ideas and concepts for process 

improvement

3. Communication – must be able to clearly define and articulate goals and 

achievements

4. Transparency – must be completely open and clear in all business operations
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5. Business Outcomes – must be focused on the outcomes, the achievements that 

drive the business

6. Dedicated to Success – ensure that the solutions and services that you receive not 

only meet your needs, but help deliver the outcomes you require 

7. Value – must deliver a benefit beyond the simple cost of the services

8. Support – must be available 24/7/365 to provide the greatest and most 

knowledgeable level of servic

9. Partnership – must be focused on delivering a mutually beneficial relationship 

that helps grow both organizations

10.  Forward Thinking – must always be focused on the future, looking for new and 

bold ways to improve the customer experience 

Continuous Service Excellence
This type of managed services excellence requires a continuous improvement approach, 

similar to the process followed by devops teams. By following a lifecycle timeline, today’s 

Managed Services Partner delivers a continuum of service excellence, from education and 

advocacy through services adoption.
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This is a continuous feedback loop, with new changes and recommendations planned, 

implemented and rolled out into next iterations. The focus is always on continuous process 

improvement to achieve Continuous Service Excellence.

Enterprise Service Management
Customer success depends on the services partner providing a culture that embraces 

Enterprise Service Management, enabling access to specific skills across multiple disciplines 

at scale and on demand. Here is a suggested approach to deliver customer success that is 

structured around three integrated functions: Management & Accountability, Transition & 

Implementation, and Quality & Continuous Improvement. 

Management & Accountability
This team or function enables customer success through focused service delivery while 

providing an exceptional customer experience and desired business outcomes. The Man-

agement & Accountability team is responsible for the following:

• Accountable for delivery of contractual commitments

• Single point of escalations for all Services

• Ensures adherence to governance process so that tactical and  

strategic goals are met

Quality 
& Continuous 
Improvement

Customer 
Success
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Governance Process

The Governance Process provides a solid foundation 

of mutual trust with clients by maintaining daily, 

weekly, monthly, quarterly, and semi-annual 

touchpoints. In this model, an Executive Strategy 

Team develops a client’s business strategy and 

processes, and technology assessment. An 

Executive Steering Committee conducts 

service performance reviews, provides 

relationship management, and 

manages contract changes. A Service 

Management Team develops and 

oversees service level agreements 

(SLAs), service delivery, process 

controls, reporting and analysis. And finally, a services organization provides day-to-day 

technical management, service delivery, process and procedures, root cause and corrective 

actions, and project planning.

Performance Reporting

Service performance reporting is an integral element of this Governance Process. It is 

important to develop, monitor and measure a variety of key performance indicators 

(KPIs) including Service Delivery Reviews, Performance Scorecards, Proactive Problem 

Management, Critical Incident Reporting, Customer Satisfaction Scoring, Project Financial 

Performance, and Quality & Innovation Review.

Transition & Implementation
The Transition & Implementation function or team enables customer success by providing 

the rigor behind how technical change is implemented, while also focusing on the 

impact of this change on people and processes. The Transition & Implementation team is 

responsible for the following:

• Dedicated team responsible for onboarding and activation of all services

• Formal execution methodology for transition

• Joint formal quality gates and approvals
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Challenge of Service Transition

Service transition is not only about the rigor behind how we implement the change, 

but also requires focus on the impact to people and process. A solid approach to service 

transition requires a dedicated team to manage end-to-end successful implementation of 

all managed services’ integrations. Highlights of successful Transition & Implementation 

methodology include formal Quality Gates via Solution Assurance, Services involvement in 

pre-sales process, and defined roles and responsibilities for entire project team, including 

customer stakeholders.

Building a PMO Center of Excellence 

The project management office (PMO) is an integral part of any successful Transition & 

Implementation project delivery model, with specific activities and deliverables involved in 

each stage of the project:

Design
Design

• Initiation

• Project Manager Assignment

• SOW Review and Knowledge Transfer

• Kick-offs

Planning

• Assessment & Design

• Outcomes & Success Criteria

• Schedule Development

• Implementation Planning

• RACI
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Build
Execute

• Implementation & Stabilization

• Development 

• Training

Run
Project Closure

• Handoff to Operations

• As-Built and Closeout Documentation 

• C-Sat Survey 

• Lessons Learned

Quality & Continuous Improvement (QCI) 
The Quality and Continuous Improvement (QCI) function or team enables customer 

success by measuring, monitoring, and continuously updating and improving end-to-end 

processes. QCI provides the building blocks for quality services initiatives via the following:

• Organizational consumed team of resources focused on QCI

• Multiple sources for methodologies and tools such as Lean, Six Sigma, Agile and ITIL

• Holistic Governance across all services and functions

• Education, mentoring, and coaching

Quality and Continuous Improvement Toolbox

Today’s services partner uses quantitative and qualitative data to identify areas of 

improvements. They utilize the best tools or frameworks to address and resolve any issue 

that arises; this enables them to mitigate some of the potential drawbacks to any individual 

approach or tool – whether it be from complexity to implementation duration. This toolbox 

represents a series of quality and process management approaches, including Standards 

& Quality Gates, Plan/Implement/Monitor Optimize (PIMO), IT Service Management (ITSM), 

Business Analytics, and Lean Six Sigma.
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What to Expect from Logicalis
Our entire focus is on customer-driven outcomes – your experience and our success 

depend on how well every member of our extended services team executes on delivering 

you with the best service possible. Our customer-centric delivery model goes to the heart 

of what Logicalis strives to become: Architects of Change for your business..

Learn more about how you can consume services that help you meet your 
IT needs and enable you to execute your digital transformation strategy. 

Contact Logicalis to schedule a workshop: 

https://www.us.logicalis.com/workshops
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