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Agenda 

¿ IT Service Management tool architecture 

¿ Project set-up 

¿ Definition of requirements 

¿ Selection of tool and vendor 

¿ Proof of concept 

¿ Delivery model 

¿ Negotiation and acquisition 

¿ Configuration and customization 

¿ Establishing foundation data 

¿ Test 

¿ Training 

¿ Data migration 

¿ Go-live 

¿ Early life support 

¿ Post implementation review and improvement 
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Typical IT Service Management tools 

IT Service Management 

suites 

¿ Workflow management 

¿ Portfolio and contract 

management 

¿ Integrated 

configuration 

management 

¿ Self-service 

Administrative and 

analytical tools 

¿ Analysis, simulation 

and modeling 

¿ Reporting and 

dashboard 

 

 

IT Infrastructure 

Management tools 

¿ Monitoring 

¿ Event logging and 

management 

¿ Diagnostic utilities 

¿ Job scheduling 

¿ Automation 

¿ Discovery 

¿ Remote control 

¿ Security control 
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Typical IT Service Management tools 

Software and Application 

Management tools 

¿ Release management 

and version control 

¿ Test and validation 

management 

¿ Deployment 

management 

¿ License management 
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ñSoftware suiteò or ñBest of breedò? 
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Best of breed: Software suite: 

Workflow  

CMS 

Monitoring 

Vendor 1 

Vendor 3 

Vendor 2 

Self-service portal 

Vendor 5 Vendor 6 

Job schedule Dash-board 

Vendor 4 

ñAllò included 

One vendor 
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TO-BE 

AS-IS 

Multi-sourcing - partnership governance 

TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS 

TO-BE 

AS-IS 
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AS-IS 
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Tool architecture in a multi-sourcing environment 
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Configuration data? 

Customer User Service Desk Infrastructure 

Management 

Application 

Management 

Ordered Company 1 Company 2 Company 3 

Scenario 1 

Share  

Owns tool A 

Uses tool A 

Operates tool A 

Uses tool A 
Uses tool A 

Scenario 2 

Separate 

 

 

Accesses tool A Owns tool A 

Uses tool A 

Owns tool C 

Uses tool C 

Scenario 3 

Integrate 

 

Owns/operates/uses 

tool A 

Owns/operates/uses tool 

B 

Owns/opera-

tes/uses tool C 

Scenario 4 

Cloud tool 

Uses shared tool A 

in (a private) cloud 

Uses shared tool A in (a 

private) cloud 

Uses shared 

tool A in (a 

private) cloud 
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Integration to other ITSM tools or data sources 

¿ What to synchronize? 

 

¿ Which selection criteria? 

 

 

¿ When to synchronize? 

 

 

¿ Which way? 

¿ How to synchronize? 

 

¿ Notifications and e-mail? 

 

¿ How to handle update conflicts? 

¿ Error handling? 

¿ Preconditions 

 

 

¿ Capacity and Performance? 

 

 

¿ Incidents? Work orders? 

Solutions? CIs? Etc.? 

¿ Specific organization units? 

Services? CIs? Support 

groups? 

¿ Status change? Each time 

the record is changed? 

Closure? Specific trigger? 

¿ One way? Two ways? 

¿ Full record? Fields? Function 

of other fields? 

¿ Cross-site notifications? E-

mails with links? 

¿ Lock record? Master/slave? 

¿ Queuing? Close system? 

¿ Shared foundation data? 

Shared categories, priorities, 

SLAs etc? 

¿ Volumes? Cascade effect? 
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Relations to other tools and repositories 
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Project governance - example 
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¿ Business case? 

¿ Who approves requests for customization? 

¿ Tool and process governance? 

¿ Vendor involvement? 

¿ Implementation, operational and maintenance partners? 
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How to approach requirement specification? 
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Big bang design 
- Define all requirements at once 

Big bang 
implemen-

tation 

Phased 
implemen-

tation 

Agile 
implemen-

tation 

Phased design 
- Define requirements one part at a time 

Phased 
implemen-

tation 

Agile 
implemen-

tation 

Agile design 
- Define requirements while you 
build 

Agile implementation 
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How to specify requirements? 

Approaches: 

¿ Out-of-the box (request the vendors user guides and 

system and administration documentation) 

¿ Use cases based on your processes (request the vendors 

process documentation ï but be aware that some of them 

provide processes that donôt match their own tool) 

¿ Traditional requirement specification 

Combinations of the above 

Sources for requirements: 

¿ PinkVERIFY (http://www.pinkelephant.com/pinkverify)  

¿ OGC: The ITIL Software Scheme 
(http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx) 
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http://www.pinkelephant.com/pinkverify
http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx
http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx
http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx
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Use cases 
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Traditional requirement specification 
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  Vendor response 
ID Requirement Priority: 

 

1=MUST 

2=SHOULD 

3=COULD 

4=WANT 

Degree of 

fulfilment 

of the 

requireme

nt from 0-

100% out 

of the box  

Degree of 

fulfilment 

of the 

requiremen

t from 0-

100% if 

configurati

on is 

required 

Degree of 

fulfilment 

of the 

requiremen

t from 0-

100% if 

customizati

on is 

required 

Fulfilment 

through 

configuration:  

 

If the 

requirement is 

not completely 

fulfilled out-of-

the-box please 

explain WHAT 

functionality that 

can be provided 

through 

configuration 

and HOW.  

 

 

Fulfilment 

through  

customization: 

 

If the 

requirement is 

not completely 

fulfilled out-of-

the-box please 

explain WHAT 

functionality 

that can be 

provided 

through 

customization 

and HOW.  

 

Cost of 

configuratio

n: 

 

If the 

requirement 

is not 

completely 

fulfilled out-

of-the-box 

please 

provide the 

cost of 100% 

fulfilment 

through 

configuratio

n in EUR 

Cost of 

customizatio

n: 

 

If the 

requirement 

is not 

completely 

fulfilled out-

of-the-box 

please 

provide the 

cost of 100% 

fulfilment 

through 

customisatio

n including 5 

years 

subsequent 

operational 

costs in EUR 

General 

comments: 

 

Provide 

general 

comments 

such as 

dependencie

s to other 

requirements

, etc. 

Alternative 

solution: 

 

If adequate, 

specify an 

alternative 

solution  

  Demand Management - Define Service Level 

Packages 

                    

12.16 Must be possible to make a Service Level Package 

template to be reused every time a new service 

offering is being created. 

 

The service level options can be standardized for 

selected service level objectives while for others it 

must be set separately for each service level package.  

1                   

12.17 Service Level Packages must at minimum contain the 

following information 

- ID, name, description 

- version 

- Create date, last updated, last review and next 

review, live date 

- SLP owner 

- Service level objectives 

- Cost including cost drivers 

- Price including price drivers 

1                   

12.18 Must be possible to capture and describe Service 

Level Objectives in the tool and include these in 

Service Level Packages 

1                   
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A few commercial sources for tool selection 

¿ Tool selector (http://www.itsmportal.com/tools)  

¿ Gartner Magic Quadrant for the IT Service Desk: 

 

 

 

 

 

 

 

¿ PinkVERIFY (http://www.pinkelephant.com/pinkverify)  

¿ OGC: The ITIL Software Scheme 
(http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx) 

 
16 

Tool architecture 

Project set-up 

Requirements 

Selection 

Proof of concept 

Delivery model 

Acquisition 

Customization 

Foundation data 

Test 

Training 

Data migration 

Go-live 

Early life support 

PIR and improvement 

S
e
le

c
ti
o

n
 o

f 
to

o
l 
a
n
d
 v

e
n
d

o
r 

http://www.itsmportal.com/tools
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http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx
http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx
http://www.itil-officialsite.com/SoftwareScheme/ITILSoftwareScheme.aspx
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Selection of tool and vendor 

¿ Selection criteria. E.g.: 
¿ Functional coverage ï utility (out of the box, configuration, 

customization) 

¿ Non-functional fit (Delivery models, warranties, architecture 

fit, integration options, geographical support, language and 

time-zone support etc.) 

¿ Cost (investment/operating/upgrade, external/internal, 

product/training) 

¿ Risk (Vendor (profile, credentials, presence, partners) and 

product) 

¿ Business opportunities 

¿ Evaluate existing tools (upgrade, consolidate, replace) 

¿ Request for Information (RfI) 

¿ Request for Proposal (RfP) 

¿ Customer reference visits 

¿ Proof of concept 

¿ Decision 
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Product 1  Product 2  Product 3  Product 4  

Product 
Functionality  

Product Risk  

Vendor Risk  

Product Cost  

Non - functional 
requirements  

Selection of tool and vendor 
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Bad 

Relative vendor and tool 

ranking 


