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Service excellence - Maturity model

Contents Page
[0 =TV T o S iv
0 £ Yo 11T 3 T ) o \'
1 S o o o - 1
2 NOIrMAtiVe FEFEIrE@NCES ......oooieieirccee e e e e e e smn e e e s mn e e e e smme e e e ae e e nsmmnnnan 1
3 Terms and defiNItiONS ..........ccvceeeeeerecieiese et se s se s ss s e e s sas e sasse e e s asaessasennnan 1
4 Principlesofassessingserviceexcellencematurityanddefiningimprovement ...............cccccuce.... 2
41 LT =T T N 2
4.2 PriNCIPIES ..ot 2
421 L0 =T o - 2
4.2.2 Data management and analysis integrity ............cccoiiini e ————— 2
423 B T8 =] o =T =T 3T 2
4.2.4 BenChMarking ..o 2
4.2.5 0 Y T 1 T o 2
4.2.6 Continual iIMProvVemMENt ... s ssm s e e e e e e s s s nsn e e e e e ee s s s nne e e eesansnsnnnn 2
4.2.7 INtEGrated ... e 3
5 Service excellence maturity Model ... 3
5.1 LT =T T N 3
5.2 Service excellence maturity assessment table ..........cccociiiiiiinci e —— 3
5.3 MEthOdOIOGY .....coiiceiiiiiiii i e 4
6 Developing a service excellence maturity assessment table ...........cccccvviimiinciinnniencienn 5
6.1 =TT o | N 5
6.2 Guidance to determine PUrPOSES .......cccccoeciiiiiiiiiiiimrir e rsmse s e s mms e e e s s e mmn e e e s e s sannmnns 5
6.3 Guidance to select reqUIremMEeNts ..........coccciiiiiiicciinmrirr s sms s e e s s snmn e e e e e s sannnnns 6
6.3.1 =Y o = - | 6
6.4 Guidance to define criteria and evidence of service excellence maturity levels .................... 6
6.4.1 L= 3T N 6
6.4.2 Description or definition of the criteria ... - 6
6.4.3 Definition of the evidence ..o ——————— 6
7 Performing a service excellence maturity assessment and developing improvement(s) ...... 7
71 = 0 1T o N 7
7.2 Guidance for service excellence maturity assessment ...........ccccceiiiimnnni e —— 7
7.3 Guidance for IMProvemMENt ... s mmn e e e s mmn e e e e mnns 7
7.31 Analysis for improvement ... rr s sr e s e e n e e ne e ne e e nnnan 7
7.3.2 Implementation of IMProvement ........... . 8
7.3.3 Continual improvement of the service excellence maturity assessment ..........ccccccoccmvriccennn. 8

Annex A (informative) Example of how to complete the service excellence maturity assessment
22 o N 9

[ T] o [0 =T ] 1 1/ 10



		2026-06-25T03:07:50+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




