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Service Architecture and CMDB MOZAIC

Design and Build

A Mozaic DSM Service Beneflts

Understand the environment that IT supports

Perform impact assessment on technology changes,
escalations and incidents

Perform impact assessment and targeted escalations on
technology incidents

Understand the services delivered by operational teams
Perform effective cost/benefit analysis on services
Define OKRs and SLAs and measure against agreed KPI’s
Improve service performance using metrics derived from
defined services

Improve process adherence using metrics derived from
Features ticket analysis

Build the foundation for IT cost modelling

Create a CMDB that supports the on-boarding of new
services

A Digital Service Management (DSM) enabler, this service defines and builds a
strong CMDB Service Architecture. It provides the construct for the businesses
and users that consume IT services, services delivered to the business, links
between IT services, their providers, service agreements and discovery tools;
ensuring currency of IT assets.

Addresses User and Business structures

End to end IT services

Service Integration capabilities using a standard services lexicon

IT delivery models can encompass both internal and sourced services
OKRs, SLAs and OLAs

IT assets and components

Integration with third parties and discovery tools

Including ServiceNow, Halo and Ivanti toolsets
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MOZAIC

The Operating Model Experts

Become Future
Ready with Mozaic

Mozaic is an award-winning specialist consultancy and partner of choice for
organisations looking to improve their strategy, delivery and operations.

Industry-leading tools,

Fostering Future Ready Operating models

organisations that tailored to your business improving WOfkflOWS,
deliver outstanding that drive agility and user experience and
customer experiences. enable continuous value. value for money.
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Trusted by the World’s
Leading Organisations

With experience that spans all industries and business
functions, from scale-ups to global household names,
Mozaic has enabled more operating model change than
any other organisation.

Our deep industry coverage and extensive track record
enables us to understand the unique challenges you are
facing - from driving efficiencies and reducing risk to
ensuring your technologies are Future Ready.

Whatever your industry, we have the expertise to deliver
transformative solutions tailored to your needs.

A selection of our clients

MOZAIC

serco O sscL CMS RWM e
Professional CAPITA ALLEN & OVERY Cognizant  littlefish LANDMT
’ Services
bp
virgnatiantic™” AVIS ‘ gas
T EE"J'EﬂN
Utilities (@ ArrIVA TalkTalk IAG RN |
> & Transport R [“waten |
£ W 0 . .
Legal & \\ E2 RSA ms®amlin Quilter
ZURICH General TORMI MARINL
Financial p— 1l & - M ==
> Services AVIVA ;ﬁ-a B e co. FEA' wsrea PRUDENTIAL
@ ) highways 4 HOUSES or PARLIAMENT @ Office for e ?M
Ministry england F RESTORATION B RENEWAL Muclear Regulation Commurwealth Commescial HM Revenue
of Defence Office Sarvice & Customs
Public p i Food Historic CareQualit
> Sector B r";ome ofce  defra¥ i L Rery©  England Qésnt [dStl]
A Swansea
- | univers MR (niversity University of
SRS R kel W|ERE @ s
Education wellcometrust um::frsiu Coven-ir.\} Qedu o i!--'}Illik' Mancheste
> & Not for Profit of Brighton University B "!;‘:'I.:.‘T{'{-:.‘lf?:;’z'
i ei%%' G o co aogins (}i) Qﬁi]?
Manufacturing ~ Morrisons reencore op LEISURE L it
> & Retail e
o >
Rolls-Royce QL woEve %, AIRBUS Q7 Gotcher m
Technology
& Defence i& LEONRROO QINETIQ smtths ARUP arm LEES
> o [INHS
BUr()Cl UK Health Business m m
g;glr‘:g;’v Aa{t?l'rl\g:i?; Supply Chain Test and Trace
Healthcare 7 - m @9_{9 itac Department
& Life Sciences astellas KA :Epun;margcann | Socie Core

>

Confidential



Operating
Model
Dimensions

Functions

Tools

Processes

Governance

People

Sourcing

Data
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Getting the
Foundations Right

The Fundamentals to Overall Business Success

An effective operating model is the essential foundation for how
an organisation delivers its strategy and successfully manages
day-to-day operations.

It encompasses the critical elements - processes, technology,
people, and organisational structure - that collectively drive
business outcomes, ensuring these elements align and work
seamlessly towards achieving strategic goals.



Shaping a Better
Future

We believe that business has a responsibility to deliver
more than results, it should contribute positively to
people’s lives, the communities we operate in, and the
environment we all share. That’s why we are dedicated to
acting responsibly in every aspect of our work, from how
we run our firm to how we support our clients.

To accelerate our journey to Net Zero, we have committed
to reducing CO, emissions by 15% year on year, achieving a
73% overall reduction by 2030 and continuing to reduce
emissions to reach full Net Zero by 2040 or sooner.

Carbon
Neutral
Britain
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ecovadis

Sustainability Rating
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MOZAIC

For more ir

Mozaic

1 King William Street
London

EC4AN 7AF

info@mozaic.net
+44 203 709 1625 ’
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Website Social Media

LEGAL DISCLAIMER
Copyright © 2025, Mozaic-Services Limited. All Rights Reserved.

No part of this document may be reproduced in any form or by any
electronic or mechanical means, including information storage and retrieval
devices or systems, without prior written permission from Mozaic-Services
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https://mozaic.net/site/assets/files/1333/mozaic_whitepaper_-_measure_the_things_that_really_matter.pdf
https://www.linkedin.com/company/mozaic-services
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