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Infrastructure Service Management in a Box:  
A Step-by-Step Guide for Building World-Class Infrastructure Services

Use this roadmap to identify the key steps and timeline for building Infrastructure services. For detailed guidance on each of these six steps, see Infrastructure Service Management in a Box: Principles  
and Practices for World-Class Infrastructure Service Management

For more information on Infrastructure Service Management in a Box and other resources from CEB Infrastructure Leadership Council, please contact your account manager or e-mail 
Infrastructure.Support@executiveboard.com

1. Define and Design 
Infrastructure 
Services

2. Create an 
Infrastructure 
Service Delivery 
Model

3. Create an 
Infrastructure 
Service Management 
Organization

4. Create an 
Infrastructure 
Service Measurement 
and Monitoring 
Strategy

5. Develop an 
Infrastructure Service 
Costing Framework

6. Develop an 
Infrastructure 
Services Roadmap

Build an Infrastructure Service Catalog1

Align Infrastructure Technologies to Services

Define the Infrastructure Service Manager Role

Define the Infrastructure Service Management Organization

Define Business-Relevant Metrics for Performance and Quality1

Map Infrastructure Components to Infrastructure Service Health1

Set Infrastructure Service Levels1

Communicate Actionable Cost Information2

Plan Investments to Improve Infrastructure Service Maturity2

3 Months 6 Months 9 Months 15 Months1 Year 18 Months

Track Infrastructure Service Costs at the Right Altitude1

Roadmap and Communicate Investments to Stakeholders2 

Create an Infrastructure 
Services Taxonomy

1 To be reviewed at least annually.

2 Should be regularly recurring activity.
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