
 

 

Enhancing Service Delivery Management: A Case Study on Consulting Work, Advising 
the Consultants 

Background:  

This case study explores how a major consultancy significantly improved its service delivery 
management through our external, third-party, objective, advisory work that involved service 
reviews, mentoring delivery managers, rebuilding client relationships, implementing an 
improved service review process, and enhancing communication.  

The consultancy, a well-established Irish consultancy, was facing challenges in service 
delivery management, which resulted in deteriorating client relationships and suboptimal 
service performance. The company decided to engage an external consultant to help identify 
areas of improvement and implement effective strategies to strengthen its service delivery 
management capabilities. 

Engagement Approach:  

Service Reviews 

The consulting team conducted comprehensive service reviews to assess the consultancy's 
current service delivery performance. This process included: 

• Evaluating service delivery processes to identify inefficiencies and bottlenecks. 
• Analysing client feedback to pinpoint areas of dissatisfaction and improvement 

opportunities. 
• Reviewing key performance indicators (KPIs) and service level agreements (SLAs) to 

ensure alignment with industry best practices. 

Mentoring Delivery Managers 

The consultants provided one-on-one mentoring and coaching the client’s delivery managers. 
This support focused on: 

• Strengthening their leadership and management skills. 
• Equipping them with tools and techniques to better manage service delivery 

processes. 
• Enhancing their ability to proactively identify and resolve service delivery challenges. 

Rebuilding Client Relationships 

We worked closely with the client to rebuild their client relationships by: 

• Addressing client concerns and implementing tailored solutions to meet their needs. 
• Establishing regular communication channels to keep clients informed about service 

delivery progress and performance. 
• Collaborating with clients to co-create service delivery plans that aligned with their 

expectations and requirements. 

 



 

 

Implementing an Improved Service Review Process 

We then helped the client to implement a more robust and effective service review process, 
which involved: 

• Regularly monitoring KPIs and SLAs to ensure timely identification of service 
delivery issues. 

• Conducting periodic service reviews with clients to gather feedback and assess 
performance. 

• Identifying and implementing process improvements based on client feedback and 
service review findings. 

Clearer Communications 

Finally, we worked with the client to enhance their communication with both clients and 
internal stakeholders by: 

• Developing clear and concise communication guidelines for service delivery updates 
and performance reports. 

• Implementing standardised templates for client-facing documents to ensure 
consistency and professionalism. 

• Training delivery managers on effective communication strategies to improve their 
interactions with clients and internal teams. 

Results and Impact:  

As a result of the consulting work, the client significantly improved its service delivery 
management. The company experienced enhanced client satisfaction, more efficient service 
delivery processes, and stronger client relationships. Furthermore, the delivery managers 
benefited from the mentoring and coaching, which equipped them with the skills and tools 
needed to excel in their roles. 

Conclusion:  

This case study demonstrates the value of engaging external consultants to assess and 
improve service delivery management. By conducting service reviews, mentoring delivery 
managers, rebuilding client relationships, implementing an improved service review process, 
and enhancing communication, our client was able to strengthen its service delivery 
capabilities and achieve greater success in a competitive market. 
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