
Case Study

Service Management Consulting 

Optimizes Functioning for a US-Based 

Marketing and Advertising Company



Challenges

Design, standardization, and operationalization of ITSM processes

Transitioning to a new ITSM tool

Implementation of monitoring tool

As a result of the corporate spin-off, the client faced
the following challenges: 

LTIMindtree Solution 

ITIL® process design and documentation, and job aids and functional specification 

design including for integration of ITSM tool with Solarwinds, Slack, 

Confluence, etc.

IT Service Catalog – business and technical service catalog design and 

development

ITSM process training, operationalization, and hyper care support

ITSM metrics, KPI reports and development, and configuration in ITSM tool

The client is one of the leading Marketing and Advertising companies in 

the United States. Their specialization is in digital marketing, 

marketing analytics, personalization, mobile marketing, marketing 

automation, pricing and promotion, and customer experience analytics

Client:



Business Benefits

CIS Technology Offering Used

Improved awareness and visibility of IT services  through IT Services Catalog

Reduced operating costs and improved process compliance

Operationalization steered 

 Adoption of self-service reducing service desk workload

         Improved usage of Knowledge resources to improve First Call
        Resolution (FCR)

~8% reduction in operating costs due to process adoption and seamless 

execution

~15% improvement in productivity due to automated workflows, reports, 

and knowledge base 

~10% resource optimization realized through self-service

Digital ITSM4

!"#$%&'()**!is a global technology consulting and digital solutions company that enables enterprises across industries to reimagine business models, accelerate 

innovation, and maximize growth by harnessing digital technologies. As a digital transformation partner to more than 700 clients, LTIMindtree brings extensive 

domain and technology expertise to help drive superior competitive differentiation, customer experiences, and business outcomes in a converging world. Powered 

by 81,000+ talented and entrepreneurial professionals across more than 30 countries, LTIMindtree — a Larsen & Toubro Group company — combines the industry-

acclaimed strengths of erstwhile Larsen and Toubro Infotech and Mindtree in solving the most complex business challenges and delivering transformation at scale. 

For more information, please visit!+((,-.//00012(%3%&'()**1453/


