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Executive Summary 

Deliverable D4.3 Service portfolio evaluation and optimisation represents an evaluation and 

optimisation strategy for the service portfolio of the European Digital Innovation Hub at the 

Czech Technical University in Prague (EDIH CTU). It outlines a structured approach to assess 

current services and proposes methodologies for enhancing service effectiveness, aligning 

with the strategic objectives of the European Commission's digital innovation initiatives.   



D4.3 Service portfolio evaluation and optimisation 
 
 
 

Page | 7  EDIH CTU 
 

1. Introduction 

The EDIH CTU project, a pivotal initiative under the European Commission's digital strategy, 

aims to foster digital transformation across various sectors. An essential component of this 

endeavour is the continual assessment and enhancement of the service portfolio provided by 

EDIH CTU. This deliverable delineates a structured framework for the future evaluation and 

optimisation of these services. 

In December 2023, the EDIH CTU issued a Deliverable D4.2 Customer Satisfaction Report 

summarizing, i.a., its activities for 2023. The provision of services by the EDIH CTU faced 

significant delays primarily due to the late issuance of the crucial document specifying the 

binding rules for the EDIH CTU – the Decision on Grant Provision - that the Czech donor, the 

Ministry of Industry and Trade, issued as late as at the end of September 2023. This fact led 

to a delay in service delivery under all four pillars. The EDIH CTU started fully providing its 

services with a nine-month delay. This situation also influenced the writing of this Deliverable 

as there were not as many services provided to customers as planned and the data to evaluate 

the EDIH CTU portfolio and to optimize the services was insufficient at the time of writing this 

document. The current situation also triggered the need to change the originally planned 

numbers of KPIs given by the Grant Agreement (GA) and to modify the set steps and tasks 

through an Amendment to the Grant Agreement.    

Last but not least, in March 2024, the assessment of the results of the first round of the open 

calls will be done and such an assessment will be published as Deliverable D3.4 Evaluation 

Report of Open Calls. In April 2024, Deliverable D3.5 Lessons learnt from 1st round of open 

calls will follow. 
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2. Overview of EDIH CTU Services 

An overview of the services and infrastructure offered by the EDIH CTU has been described 

in detail in Deliverables D3.1 EDIH Infrastructure and D3.2 EDIH Services. Information about 

the technologies and services is also provided on the edihctu.eu website and is updated based 

on the modification and expansion of the services offered. 

For easier navigation through services in the EDIH CTU portfolio, a special widget has been 

incorporated in the website dedicated to the EDIH CTU services. Such a widget helps potential 

customers filter services and infrastructure according to their needs. Also, it is possible to 

contact the respective team and/or the expert responsible for such a technology/service, thus 

it serves for a direct communication between stakeholders and the EDIH CTU teams. 

 

Picture 1 Widget “Experts.AI” – focus on Success Stories 

 

Furthermore, detailed information on various success stories that form the base for the 

technologies and services provided by delivery teams of the EDIH CTU is also published in 

the form of individual fliers on the website https://www.edihctu.eu/realizace-sluzeb/.  

 

 

 

https://www.edihctu.eu/realizace-sluzeb/
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Picture 2 Examples of success stories fliers 

 

Picture 3 Widget “Experts.AI” focus on Equipment 

 

Last but not least, in accordance with our commitments, a detailed description of EDIH CTU 

services and infrastructure is also published and updated when necessary in the “Library” 

section of the edihctu.eu website. Such a document is also updated whenever a new service 

is identified and added to the EDIH CTU portfolio.  
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3. Methodology for Evaluation 

The evaluation of services offered by the EDIH CTU is crucial to ensure their alignment with 

the strategic objectives of the European Commission and the evolving needs of stakeholders.  

This Chapter outlines the adopted or contemplated methodologies and criteria for the 

evaluation of the EDIH CTU services. The primary objectives of this evaluation is and will be 

to assess the effectiveness, efficiency, and impact of EDIH CTU's services. This includes 

understanding how these services contribute to advancing digital innovation and 

transformation across industries and sectors. 

Not all methods and methodologies will be used each time, technologies and services are/will 

be evaluated case by case. 

 Methodological Approach 

3.1.1 Quantitative Analysis 

• Service Utilisation Metrics: Measurement of service uptake rates, including the 

number of projects supported, consultations provided, and training sessions 

conducted. Such information is also summarized and reported via the DTA portal and, 

for the previous year, in the Deliverables, e.g., D1.3 Monitoring of KPIs or D5.2 Report 

on provided services related to knowledge sharing.  

• Performance Metrics: Analysis of key performance indicators such as project 

completion rates, time-to-delivery for services, and customer satisfaction scores is 

being done. Such information is also summarized and reported via the DTA portal and 

for the previous year, in the Deliverables, e.g., D1.3 Monitoring of KPIs or D4.2 

Customer satisfactory report. 

• Impact Metrics: Quantitative assessment of the concrete impacts of services, like 

improvements in client productivity, innovation rates, or digital transformation progress. 

As one of the obligations towards the EC, Digital Maturity Assessment (DMA) is done 

for each service under contract from the Test Before Invest pillar. Results of such DMAs 

are reported via the above-mentioned DTA portal and serve as one of the indicators of 

service/technology impact. 

3.1.2 Qualitative Analysis 

• Stakeholder Feedback: Collection and analysis of feedback from service users, 

including surveys, interviews, and case studies, to measure satisfaction and gather 

suggestions for improvement is being done. To achieve this, the EDIH CTU asks clients 

to fill in a short survey after the service delivery. More details about such a survey have 

been provided in the D4.2 Customer satisfactory report. 

• Expert Reviews: Involvement of external experts to review service methodologies and 

outcomes, providing an unbiased assessment of service quality and effectiveness is 

considered as a potential tool to optimise the EDIH CTU services. 

• Case Study Analysis: It represents a detailed examination of specific projects or 

service cases to understand their impact and identify best practices and areas for 

improvement. 

3.1.3 Evaluation Tools 

• Surveys and Questionnaires: Surveys and questionnaires are essential tools 

employed by the EDIH CTU to collect structured feedback from service users. These 

https://european-digital-innovation-hubs.ec.europa.eu/
https://european-digital-innovation-hubs.ec.europa.eu/
https://european-digital-innovation-hubs.ec.europa.eu/
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tools are designed to be both comprehensive and user-friendly, allowing for the efficient 

gathering of valuable data regarding the experiences and satisfaction levels of service 

users. The survey used by the EDIH CTU includes a mix of quantitative questions, 

which can be easily quantified and analysed, and qualitative questions that provide 

more in-depth insights into the users' experiences and opinions. Furthermore, the EDIH 

CTU plans to update if it proves appropriate the existing survey and to prepare and 

disseminate other surveys through various channels such as email, online platforms, 

or even in-person at the end of workshops or training sessions. The collected data will 

be then analysed to identify trends, satisfaction levels, and areas for improvement in 

service delivery. 

• Interviews and Focus Groups: In addition to surveys, the EDIH CTU conducts 

interviews and focus groups as part of its evaluation process. These are more in-depth 

methods of gathering qualitative insights from stakeholders, including clients, partners, 

and industry experts. Interviews are typically one-on-one sessions that allow for a deep 

dive into individual experiences and perspectives, providing a detailed understanding 

of the impact and effectiveness of services. Focus groups, on the other hand, bring 

together small groups of stakeholders to discuss and provide feedback on specific 

services or overall experiences with the EDIH CTU. These discussions are invaluable 

for gaining diverse perspectives and for fostering a deeper understanding of the needs 

and expectations of different stakeholder groups. 

• Benchmarking to other EDIHs: Comparison with similar services offered by other 

EDIHs may be used to enhance the EDIH CTU services. By benchmarking against 

peers, the EDIH CTU can measure its performance in the broader context of the digital 

innovation ecosystem. This can not only help in identifying best practices and areas for 

improvement but also provide insights into innovative services and approaches being 

adopted elsewhere. Benchmarking could enable the EDIH CTU to maintain a 

competitive edge and ensure that its services are in line with, or surpass, industry 

standards. 

3.1.4 Periodic Review and Continuous Improvement 

• Regular Evaluation Cycles: Establishing a schedule for periodic evaluations was a 

key aspect of the EDIH CTU's commitment to unceasing improvement and compliance 

with the GA on continuous reporting towards the European Commission. These 

evaluations, on 1,5-annual basis, are designed to systematically assess the 

effectiveness and impact of the services provided. The evaluations align with the 

compulsory reporting commitments to the European Commission, ensuring 

transparency and accountability in service delivery. 

During these evaluations, reviews of all service areas are conducted. This includes 

analysing service uptake, client satisfaction, the achievement of set objectives, and the 

overall impact of services on digital innovation. The findings from these evaluations not 

only feed into the reports submitted to the European Commission but also provide 

valuable insights for internal strategic planning and decision-making. 

• Adaptive Evaluation Framework: Recognising the dynamic nature of digital services 

and market demands, the EDIH CTU can employ an adaptive evaluation framework. 

This framework would allow for the modification of evaluation criteria and methods over 

time to better align with the evolving nature of services and market dynamics. Such 

adaptability would ensure that the evaluation process remains relevant, effective, and 

capable of capturing the true impact of services. 
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As part of this adaptive approach, the EDIH CTU can revisit and revise its evaluation 

criteria. This may involve incorporating new metrics, adjusting existing ones, or 

adopting new evaluation methodologies. For instance, if a new service is introduced or 

a significant shift in market needs is identified, the evaluation framework should be 

updated to reflect these changes. This ensures that the evaluations accurately capture 

the performance and relevance of all services. 

• Feedback Loop Integration: An important component of the EDIH CTU's evaluation 

process can be the integration of a feedback loop into service design and delivery. 

Findings from evaluations, including stakeholder feedback, performance data, and 

benchmarking results, may be systematically analysed and used to inform service 

improvements. This integration of feedback would ensure that services are continually 

refined to better meet the needs of users and to address any identified gaps or areas 

for enhancement. 

This feedback loop would also play a crucial role in fostering a culture of continuous 

improvement within the EDIH CTU. By actively using evaluation findings to inform 

service development and delivery, the EDIH CTU can ensure that its offerings are not 

only current and effective but also continually evolving to meet the highest standards 

of quality and relevance in the field of digital innovation. 

Evaluating the services of the EDIH CTU is an ongoing process that requires a balanced 

approach combining quantitative and qualitative methods. By systematically assessing service 

performance and impact, the EDIH CTU can continually refine its offerings to better meet the 

needs of its stakeholders and contribute effectively to the digital transformation goals of the 

European Commission. 
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4. Strategies for Optimisation 

Optimisation of the EDIH CTU service portfolio is essential to ensure maximum impact and 

alignment with the dynamic needs of the digital innovation landscape. This chapter discusses 

the strategies designed to enhance the effectiveness and efficiency of services offered by 

EDIH CTU. 

 

 Service Enhancement Strategies 

4.1.1 Tailoring Services to Market Needs 

Market Analysis 

The process of market analysis is fundamental in ensuring that the services offered by EDIH 

CTU stay relevant and on the cutting edge of technology. This can involve, for example, a 

comprehensive approach to understanding current market dynamics, emerging trends in 

technology, and future forecasts. To achieve this, the EDIH CTU engages in the collection 

and/or studying of a wide array of data, ranging from industry-specific reports, and market 

surveys, to analyses of technology trends. This extensive data gathering allows for the 

identification of emerging trends, particularly in key areas like digital transformation, artificial 

intelligence, Internet of Things, and machine learning. 

Additionally, an integral part of this analysis involves a thorough examination of the services 

provided by competitors and other EDIHs. This analysis ensures that the EDIH CTU not only 

keeps pace with but also surpasses industry standards. Conducting these analyses regularly 

allows the EDIH CTU to stay ahead of market developments and adjust its service offerings 

accordingly.  

In this matter, the EDIH CTU cooperates closely with other EDIHs and with the National Centre 

for Industry 4.0 at the Czech Technical University in Prague. Also, it uses information and data 

provided by the EU Innovation Radar Platform.   

Customisation 

Customisation of services is a critical strategy for the EDIH CTU, aimed at meeting the specific 

needs of varied industry sectors and client profiles. This starts with the gathering of detailed 

information on a potential client, such as the company size, existing digital maturity, and 

specific client needs. Based on this information, the EDIH CTU is able to offer tailored services 

that address the unique challenges and objectives of each client. 

One-on-one consultations form a key aspect of this customisation process. Through these 

personal interactions, the EDIH CTU gains a deeper understanding of the specific challenges 

faced by clients, allowing for the development of more targeted and effective solutions. 

Furthermore, regular collection and integration of client feedback into service design are 

crucial. This feedback mechanism ensures continuous improvement and personalisation of 

services. 

Special attention is also given to developing industry-specific solutions. Recognising that 

different sectors have unique challenges and opportunities, the EDIH CTU focuses on creating 

specialised services and solutions that cater to these sector-specific needs. This approach not 

only enhances the relevance of the services but also ensures a higher impact in supporting 

clients' digital transformation journeys. 

https://www.ncp40.cz/
https://www.ncp40.cz/
https://innovation-radar.ec.europa.eu/
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In summary, tailoring services to market needs through regular market analysis and 

customisation is a dynamic and continuous process at the EDIH CTU. It is a vital strategy that 

ensures services remain relevant, competitive, and highly responsive to the ever-evolving 

digital landscape and the specific needs of various stakeholders. 

4.1.2 Quality Improvement Initiatives 

Staff Training and Development 

The cornerstone of enhancing service quality within the EDIH CTU revolves around the 

continuous professional development of those cooperating in the project, particularly in 

emerging digital technologies and customer service. Recognising the rapidly evolving nature 

of digital innovation, The EDIH CTU places a high priority on ensuring that its team members 

are not only well-versed in current technologies but are also prepared for future advancements. 

This entails training programmes that cover various aspects of digital technologies, including 

but not limited to, artificial intelligence, data analytics, cybersecurity, and cloud computing.  

The EDIH CTU uses the EDIH Academy under the DTA as one of the information and training 

sources. Furthermore, study visits to other EDIHs, knowledge-sharing and best-practice 

sharing are also crucial in supporting the EDIH CTU teams to stay on top of their expertise. 

Moreover, understanding the critical role of effective customer service, the training should also 

extend to soft skills development. This includes, e.g., workshops and courses on 

communication skills, problem-solving, and client relationship management. Such skills are 

essential in ensuring that the technical expertise of the staff is complemented by their ability to 

engage effectively with clients, understand their needs, and provide solutions that are not just 

technically sound but also align with the client's business objectives. 

This approach ensures that the staff at EDIH CTU remain at the forefront of digital innovation 

expertise, thereby directly enhancing the quality of services provided to clients. 

Process Optimisation 

In parallel to staff development, the EDIH CTU is committed to the continuous optimisation of 

its service delivery processes. The goal here is to streamline operations to improve efficiency 

and reduce the turnaround times for service delivery. This is achieved through a meticulous 

review of existing processes, identifying areas where delays or inefficiencies occur, and 

implementing solutions to address these issues. 

Process optimisation involves the adoption of modern methodologies such as lean 

management and agile practices. These methodologies focus on minimising waste, 

maximising resource efficiency, and enhancing flexibility in service delivery. Additionally, the 

EDIH CTU integrates advanced digital tools and technologies into its processes. This includes 

for instance automation tools aimed at improving operational efficiency. 

A key aspect of process optimisation is the emphasis on a client-centred approach. This means 

reconfiguring processes not just for internal efficiency but also to enhance the client 

experience. For instance, improving communication channels, and reducing response times 

are all part of this client-centred process improvement. 

In essence, the quality improvement initiatives at the EDIH CTU, encompassing both staff 

training and development and process optimisation, are fundamental to ensuring that the hub 

delivers services of the highest quality. These initiatives are not one-off efforts but ongoing 

https://european-digital-innovation-hubs.ec.europa.eu/knowledge-hub/edih-academy
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endeavours, reflecting the EDIH CTU’s commitment to excellence in serving its clients and 

contributing to the broader landscape of digital innovation. 

 

 Portfolio Expansion Strategies 

4.2.1 Development of New Services 

Innovation Exploration 

The EDIH CTU's approach to enlarging its portfolio with new services begins with a deep dive 

into innovation exploration. This process is centred on identifying and integrating emerging 

digital technologies and methodologies offered by the consortium, primarily by the CTU, into 

the service portfolio, ensuring that the offerings remain at the forefront of the digital revolution. 

The focus is on scouting for new and emerging technologies, such as advanced machine 

learning algorithms, blockchain applications, next-generation IoT solutions, or other cutting-

edge AI/ML technologies, that have the potential to revolutionize various industry sectors. 

This exploration is not a solitary activity but involves collaboration with technology experts, 

industry leaders, and academic researchers. Through these collaborations, the EDIH CTU 

gains insights into not only the technological aspects but also the practical applications and 

market viability of these innovations. Workshops, technology fairs, and participation in 

conferences serve as platforms for such collaborative explorations. 

Once potential technologies are identified, the EDIH CTU undertakes a rigorous assessment 

process to evaluate their relevance to the current market needs and their alignment with the 

EDIH CTU's strategic objectives. The most promising technologies are then developed into 

new service offerings, which are gradually integrated into the existing portfolio. This process 

ensures that the EDIH CTU remains a dynamic and progressive hub, continuously evolving 

with the technological landscape. 

Service Diversification 

In tandem with exploring new technologies, the EDIH CTU is also committed to diversifying its 

range of services. This strategy involves expanding the service portfolio to cover new areas of 

digital transformation and innovation, thus catering to a broader spectrum of client needs. The 

aim is to create a more holistic service offering that addresses various facets of digital 

transformation - from initial digital maturity assessments and strategy development to the 

implementation of advanced technological solutions. 

Service diversification at the EDIH CTU is conducted with a keen understanding of the diverse 

needs of different industry sectors. For instance, while the manufacturing sector may require 

advanced robotics and automation services, the healthcare sector might benefit more from AI-

driven data analytics and telemedicine solutions. By diversifying its services, EDIH CTU aims 

to provide tailored solutions that are specific to the challenges and opportunities of each sector. 

The development of these new services also involves a feedback loop with existing clients. By 

engaging clients in the development process, the EDIH CTU ensures that the new services 

are not only technologically advanced but also practically relevant and user-friendly. This 

client-centric approach in service diversification helps in building services that are truly 

beneficial to the clients and enhances the overall value proposition of the EDIH CTU. 

In conclusion, the development of new services through innovation exploration and service 

diversification is a key strategic focus for the EDIH CTU. By continuously expanding and 
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updating its service portfolio, the EDIH CTU ensures that it remains a vital contributor to the 

digital transformation journey of its clients and a leader in the digital innovation ecosystem. 

4.2.2 Enhancing Collaborative Efforts 

Partnerships 

A pivotal aspect of the EDIH CTU's strategy for broadening its service capabilities lies in the 

formation of strategic partnerships. These alliances encompass a broad spectrum, including 

collaborations with industry leaders (i.a., through consortium partners AMSP or SPCR), 

academic sector, and other EDIHs. By forging such partnerships, the EDIH CTU aims to create 

a synergistic environment where knowledge, resources, and expertise are shared and 

leveraged for mutual benefit. 

The partnerships with industry are particularly focused on gaining practical insights into the 

challenges and needs of various sectors. These insights are invaluable in shaping services 

that are not only technologically advanced but also highly relevant to the market and are 

exploitable primarily by EDIH CTU´s target groups – SMEs and public sector organizations. 

Collaborations with academics at the CTU serve a dual purpose. Firstly, they facilitate access 

to the latest research and developments in digital technologies. Secondly, they provide an 

avenue for engaging with emerging talent, thereby fostering a new generation of innovators. 

Moreover, collaborations with other EDIHs and technology incubators (such as the Technology 

Incubation at the CzechInvest) are crucial. Such networks enable the sharing of best practices, 

experiences, and knowledge, further enriching the EDIH CTU's service offerings. These 

partnerships are not static but are continually developed and nurtured, ensuring they remain 

fruitful and relevant to the evolving digital landscape. 

Community Engagement 

In addition to forming strategic partnerships, the EDIH CTU significantly emphasises active 

engagement with the broader digital innovation community. This involves participating in and 

organising a variety of community-focused events, such as workshops, seminars, hackathons, 

and conferences. These events serve as platforms for knowledge exchange, networking, and 

showcasing innovations. 

Community engagement also extends to online forums and social media platforms, where the 

EDIH CTU maintains an active presence. Through these digital channels, the hub interacts 

with a global community, sharing insights, sparking discussions, and staying abreast of global 

trends and challenges in digital innovation. 

Furthermore, the EDIH CTU recognises the importance of contributing to the local community. 

This includes engagement with local businesses, start-ups, and educational institutions to 

foster a collaborative ecosystem. By supporting local initiatives and talent, the EDIH CTU not 

only contributes to regional economic development but also cements its role as a key player 

in the local digital transformation landscape. 

In summary, enhancing collaborative efforts through strategic partnerships and community 

engagement is central to the EDIH CTU's approach to broadening its service capabilities. 

These collaborative efforts not only enhance the quality and relevance of the services offered 

but also contribute to building a robust and dynamic digital innovation ecosystem. 
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 Implementation of Optimisation Strategies 

4.3.1 EDIH CTU Further Steps 

Short-Term Goals 

In the area of service improvement and client satisfaction, the EDIH CTU recognises the 

importance of setting and achieving short-term goals. These immediate objectives are 

designed to deliver quick wins, which are crucial not only for maintaining momentum but also 

for building confidence among stakeholders. These goals typically focus on tangible 

improvements that can be realised in a relatively short timeframe, usually within few months. 

One such objective might be enhancing the user experience on the EDIH CTU website, making 

it more intuitive and informative for clients seeking information about services.  

Another immediate goal involves the implementation of a more efficient client feedback 

system, allowing for quicker and more effective responses to client enquiries and concerns.  

The achievement of these short-term goals is not only a measure of the EDIH CTU's 

responsiveness to immediate needs but also serves as a stepping stone towards more 

substantial, long-term objectives. Regular meetings of the EDIH CTU “core team” and progress 

tracking are integral to this process, ensuring that these short-term goals are on track and 

aligned with the overall strategic direction. 

Long-Term Vision 

Parallel to setting short-term goals, the EDIH CTU is committed to establishing a long-term 

vision, which is essential for sustained growth and the continual evolution of its service 

portfolio. This vision extends beyond immediate market needs and looks towards the future 

landscape of digital innovation. The first step of such a long-term vision has been already done 

in Deliverables D2.3 Exploitation Plan and D2.4 EDIH CTU Business and Sustainability Plan. 

A key aspect of this long-term vision is the continuous adaptation and expansion of the service 

portfolio to keep pace with technological advancements and emerging industry trends. This 

might include plans to develop advanced services in areas such as next-generation AI etc., as 

these technologies mature and find practical applications. 

Another critical component of the long-term vision is the focus on building robust partnerships 

and expanding the network of collaborators. This includes not only strengthening existing 

relationships but also exploring new alliances that can bring additional value to the EDIH CTU’s 

services. 

Furthermore, the long-term vision encompasses a strong commitment to research and 

development, ensuring that the EDIH CTU remains at the forefront of innovation. This 

commitment may manifest in the establishment of dedicated R&D units at the CTU or 

collaboration with other academic institutions for joint research initiatives. 

4.3.2 Resource Allocation 

Financial Planning 

Effective financial planning is also very important for the optimisation of the EDIH CTU 

services, particularly given the dual-source nature of its funding. With half of its budget sourced 

from the European Commission's Digital Europe Programme and the other half from the 

national source (the Ministry of Industry and Trade, MoIT), there is a critical need for aligning 

with the rules and regulations set by both donors. 
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The original budget had been already done and approved by the EC and the MoIT before the 

start of the EDIH CTU project. Currently, the financial planning process at the EDIH CTU 

involves a strategic allocation of these funds to ensure the optimal balance between individual 

sub-services under each pillar and the amount of provided services (either new initiatives or 

the expansion of existing services). 

Adherence to Donor Guidelines 

Adhering to the guidelines set by the European Commission and the MoIT is a fundamental 

aspect of this financial planning. This compliance involves understanding and implementing 

the specific requirements regarding how funds can be used, reporting standards, and timelines 

for expenditure. Regular financial reviews are part of this compliance process, ensuring that 

all expenditures is transparent, accountable, and in line with donor expectations. 

Budgeting for New Services 

For new services, careful budgeting involves detailed cost projections that encompass 

development, implementation, and evaluation stages. It also includes considering potential 

risks. This foresight is necessary to ensure that new services are not only innovative and 

impactful for the company requesting the service but also financially viable and sustainable. 

For this reason, the EDIH CTU requires as one of the prerequisites for accepting the client´s 

Service Request Form a detailed project plan where also possible risks are described. 

 

 Monitoring and Feedback Integration 

4.4.1 Performance Monitoring 

Performance monitoring within the EDIH CTU is an integral part of ensuring the effectiveness 

and efficiency of optimisation strategies. This monitoring is centred around two main 

components: Key Performance Indicators (KPIs) and Digital Maturity Assessment (DMA). 

Key Performance Indicators (KPIs) 

Key Performance Indicators are essential tools used by EDIH CTU to measure the success 

and impact of its optimisation strategies. These indicators were selected before submitting the 

application to the European Commission to provide meaningful insights into various aspects 

of service performance. Regular tracking of KPIs helps in evaluating whether the services are 

meeting their intended objectives and where improvements are needed. 

Digital Maturity Assessment (DMA) 

Digital Maturity Assessment is a tool used by the EDIH CTU to measure the digital readiness 

and capabilities of its clients. This assessment helps in understanding the current state of 

digital adoption and maturity among clients, which in turn informs the development and 

customisation of services. For this task, the EDIH CTU uses questionnaires and guidelines 

prepared by the DTA. There are different questionnaires for different types of clients – for 

SMEs and for the PSOs.  

 

4.4.2 Continuous Feedback Loop 

The implementation of a continuous feedback loop is one of tools of the EDIH CTU's strategy 

for service optimisation. This loop involves two primary components: the integration of 

https://european-digital-innovation-hubs.ec.europa.eu/knowledge-hub/guidance-documents/overview-digital-maturity-assessment-dma
https://european-digital-innovation-hubs.ec.europa.eu/knowledge-hub/guidance-documents/dma-tool-smes-guidance-material
https://european-digital-innovation-hubs.ec.europa.eu/knowledge-hub/guidance-documents/dma-tool-psos-guidance-material


D4.3 Service portfolio evaluation and optimisation 
 
 
 

Page | 19  EDIH CTU 
 

stakeholder feedback and the adaptation of strategies based on this feedback and 

performance data. 

Stakeholder Feedback Integration 

Integrating feedback from stakeholders – which includes clients, partners, and even internal 

staff – is pivotal in the process of refining and enhancing services at the EDIH CTU. This 

feedback is gathered through various channels such as surveys, interviews, workshops, and 

direct communications. The aim is to gain a comprehensive understanding of the stakeholders' 

experiences, expectations, and any challenges they may face in relation to the services 

offered. 

The feedback collected is then meticulously analysed/discussed in the EDIH CTU team and 

used to prepare service improvements. For instance, if clients express a need for more 

personalised support in implementing digital solutions, the EDIH CTU might respond by 

enhancing its consultancy services or providing more tailored training programmes. This 

responsive approach ensures that services not only meet but exceed stakeholder 

expectations, thereby enhancing client satisfaction and engagement. 

Adaptive Strategies 

In conjunction with integrating stakeholder feedback, the EDIH CTU is ready to employ 

adaptive strategies to ensure its service optimisation efforts are effective and relevant. This 

involves adjusting optimisation strategies based on both the feedback received and the 

analysis of performance data. 

Adaptive strategies might include modifying existing services, introducing new service 

offerings, or altering delivery methods to better align with stakeholder needs and preferences. 

For example, if performance data indicates a particular service is underutilised, the EDIH CTU 

adapts its strategy by modifying the service to make it more appealing or by increasing 

awareness among potential users through targeted marketing efforts. 

Furthermore, adaptive strategies extend to organisational learning and development. Based 

on feedback and performance data, the EDIH CTU continually updates its operational 

processes, staff training programmes, and resource allocation to improve efficiency and 

effectiveness. 
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5. Conclusion 

The EDIH CTU project's commitment to providing a dynamic and impactful service portfolio is 

vital for advancing digital transformation across Europe. This deliverable sets forth a clear path 

for the ongoing evaluation and optimisation of services, ensuring alignment with the evolving 

needs of stakeholders and the strategic objectives of the European Commission. 

Deliverable D4.3, focusing on the Service Portfolio Evaluation and Optimisation encapsulates 

a comprehensive approach towards enhancing the services provided by the hub. The 

methodologies and strategies outlined in this document are meticulously designed to align with 

the strategic objectives of the European Commission’s digital innovation initiatives and to cater 

to the evolving needs of various stakeholders. 

Throughout the deliverable, there has been a consistent emphasis on the importance of regular 

evaluation and continuous improvement. The methodology for evaluation, encompassing both 

quantitative and qualitative analyses, ensures a thorough and balanced assessment of 

services. The use of diverse evaluation tools such as surveys, interviews, and data analytics 

platforms, coupled with regular evaluation cycles and an adaptive evaluation framework, 

provides a robust mechanism for evaluating service performance and impact. 

The optimisation strategies discussed in the document highlight the commitment of the EDIH 

CTU to not only maintain but also elevate the standard of its service offerings. From tailoring 

services to market needs and enhancing service quality through staff training and process 

optimisation to expanding the service portfolio and fostering collaborative efforts, each strategy 

is geared towards maximising the impact and effectiveness of the hub’s services. 

Furthermore, the integration of a continuous feedback loop and the adoption of adaptive 

strategies underscore the hub’s responsiveness to stakeholder feedback and market 

dynamics. This approach ensures that services are not only efficient and effective but also 

continually evolving to meet the highest standards of quality and relevance. 

In conclusion, Deliverable D4.3 is a testament to the EDIH CTU’s dedication to excellence in 

digital innovation and transformation. By systematically implementing the evaluation and 

optimisation strategies outlined in this document, the EDIH CTU is well-positioned to continue 

its pivotal role in fostering digital transformation across various sectors and contributing 

significantly to the broader digital innovation ecosystem. 

 

 

 

 

 

 

 

 


