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Key considerations when building your service definition matrix

An editable Excel version of this document is in your Accelerator Pack

√ Ensure all stakeholders are involved in the process across product 
management, operations, technical support, service delivery, pre-sales and 
sales.

√ Take the time to decide how many levels of service will be published initially at 
point of launch and then potentially later subject to demand. Starting with one 
service offering is not uncommon and in most cases makes a lot of sense if the 
target audience has been well profiled. You should aim to have no more than 
three levels to reduce complexity of positioning and service delivery.

√ Ensure the levels of service align to the target customer profiles (As per the 
sponsorship and profiling phase), taking into account the required simplicity or 
complexity with how the customer will consume the service and engage with 
you as their provider.

√ Build in frequent levels of engagement on upper levels of service such as 
account reviews, service reviews, reporting analysis workshops) to ensure 
customer satisfaction and enable you to regularly demonstrate added value.
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