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The fastest way to accelerate your buying cycle is to lead with business 

business value, based on reasoning that resonates with those you need to 
convince. By taking this approach, you are now acting as a trusted advisor, 
helping the business to better understand how IT contributes to growth. The 
series will show you how to:

Justify how the solution brings value to the business

Save time developing a business case with a best-practice approach

Reduce effort to identify which metrics are most pertinent

Build consensus internally with targeted messaging and talking points

Expedite the change-making process in your organization

You know you need to improve the way your service desk operates, but 
buying technology is hard…not just making the technical decisions but—at 
least as often—the effort required to gain agreement and secure a budget. It 
also takes time. A 2018 Gartner survey found that 78 percent of respondents 
say their latest technology purchase took longer than expected—and involved 
an average of 12 to 14 people, even for purchases of less than $1 million.

You can start at the beginning and work your way through or jump to any 
of the eBooks. They will help you scope the problems you want to solve, 
identify the capabilities you need, compare vendor offerings (including the 

Your business case will be compelling and convey a sense of urgency as you 
gain the widespread support you seek.

Executive Summary

Lead with Business Outcomes

Accelerate Your Buying Decision

Source: Buckley, M., (4 Jun 2018). “Tech Go-to-Market: Why Tech Sales Cycles Are Taking So Long and What Needs to Be Done Now” (ID G00356767). Stamford, CT: Gartner, Inc.
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Imagine the impact if you said,  

“I can save our company

in the next three years for a

and it’ll break even in just seven months.”

investment -
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status quo), connect to corporate initiatives, and build financial justification.

This approach will transform your buying process from agonizing to efficient.

Improve confidence in your solution decision

outcomes. This series of four eBooks will help you define and articulate the

https://pinkelephant.co.za/benchmark-your-service-management-practice/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20eBook%201%20-%20Benchmark%20your%20Service%20Management%20Practice&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Benchmark%20your%20Service%20Management%20Practice
https://pinkelephant.co.za/establish-the-business-impact-of-the-right-itsm/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20eBook%203%20-%20Establish%20the%20Business%20Impact%20of%20the%20Right%20ITSM&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Establish%20the%20Business%20Impact%20of%20the%20Right%20ITSM
https://pinkelephant.co.za/gain-widespread-support-and-executive-buy-in/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20eBook%204%20-%20Gain%20Widespread%20Support%20and%20Executive%20Buy-in&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Gain%20Widespread%20Support%20and%20Executive%20Buy-in


When selecting a new service management tool or platform, the key to 
your organization’s success is knowing what it needs in terms of business 
outcomes (with suitable importance weightings), and having a strategy in 
place for understanding how well each tool under consideration will meet 
those business needs.

Every IT service management (ITSM) and enterprise service management 
(ESM) solution has a different set of strengths and capabilities. To help you 

Making Sense of Service Management Capablities

-Stephen Mann, Principal and Content Director, ITSM.tools

“It's time for organizations to update their 
ITSM tool selection criteria and processes.” 

Fundamental Capabilities Advanced Capabilities Innovative Capabilities

Request management

Incident management

Knowledge management

Service asset inventory

Problem and event management

Change management

Self-service

IT service catalog

Software asset management

Analytics, dashboards, and reporting

Low-code platform

Omni-channel service request

Integration with third-party tools

DevOps and release management

Enterprise service catalog

make sense of it all, we’ve broken down the key ones into three categories: 

and innovations that will enable you to achieve a high level of maturity.

While product capabilities are critical in identifying the right solution for your 
organization, so too are vendor relationships. Therefore, we also provide 
guidance on how and where to learn how your vendor(s) stacks up on service, 

Source: Mann, S. (Feb 2020). “Top 10 Criteria for Choosing a Next-Gen ITSM Platform.” ITSM.tools and Cherwell, Inc.
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Service asset configuration management

Artificial Intelligence (AI)

Connected enterprise workflows

fundamental capabilities, advanced features that allow you to improve efficiency,

conflict resolution, and strategy.
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Request management.  Improving how you handle requests is key to 
high user satisfaction. Automation of complex, repetitive tasks increases 

Incident management. Resolving incidents using automated tools reduces 
the number of calls to the help desk, thereby further improving user 
satisfaction while lowering operations costs. 

Knowledge management. Automation to capture, structure, and share 
information ensures that answers to resolved problems are readily 
available, avoiding time wastes. 

Service asset inventory. Using a single system of record to control and 
maintain IT assets makes it easier to manage inventory and determine the 
source of problems. Your team can answer “how many” questions related 
to the IT environment, and with visibility into historical service delivery, 
they can show trends and deviations from past patterns.

Source: HDI, The State of Technology and Operations in 2019.

Although ITIL competes with other 
service management best practice 
guidance, it has by far the highest 
level of global adoption.

response time and lowers human error, so processes are fulfilled more

Fundamental Capabilities
To realize the business outcomes you want from your ITSM solution, you’ll need 
some foundational capabilities to ensure a strong baseline of functionality. Many 
ITSM solutions are based on ITIL best practices, which have been and remain today 
the most widely used (see figure). 

quickly and efficiently.
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Problem and event management.  An advanced ITSM solution integrates 

before users notice. When an event does occur, an incident is created and 
after resolution, the system closes all linked incidents.

Change management. Automated change management capabilities ensure 
high availability and reduce the impact of changes. For example, during a 

(CIs) automatically, avoiding unplanned service disruptions.

Self-service. One-stop portals provide users with 24/7 access to services and 
empower them to resolve their own issues, reducing costs and overhead 

IT service catalog. A searchable service catalog is the essential foundation 
needed to run a self-service portal. By creating a digital representation of 
your company services, employees more quickly connect to their needed 
services.

and stabilizing complex underlying network interactions, even when 
changes are made at the help desk, to ensure continuous availability. 

Advanced Capabilities
Advanced capabilities improve your employees’ daily work experiences, thereby increasing satisfaction and productivity. They also help IT continuously optimize and 
simplify service delivery, making time for your staff to drive next-level initiatives. Remote work, in particular, can expose shortfalls in your solution. Find out how  IT can 
keep up with increased user demands and call volumes, while proactively laying the groundwork for success in the remote work paradigm. 

Key capabilities of an effective self-service portal

Automation
Multiple integrated portals
Advanced knowledge management
Language localization
News and alerts
Role-based access
Robust service catalog

Software asset management.
management database (CMDB), advanced asset management 
capabilities take the guesswork out of what’s installed across the 
network, thereby reducing software license spending, IT overhead, 
and software audit risks.

Analytics, dashboards, and reporting. ITSM solutions that offer 
comprehensive, real-time reporting capabilities help you demonstrate 

customizable reports that capture both simple and complex data.
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with real-time network monitoring to alert you of problems and fix them

software release, the system manages and updates all configuration items

while increasing user satisfaction (see figure).

underpin the efficient working of nearly all ITSM processes by maintaining
Service asset configuration management. Configuration management tools

Working with the configuration

and even promote business value, offering pre-configured and

https://pinkelephant.co.za/itsm-handbook-for-remote-workforce-enablement/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20download%20ITSM%20Handbook%20for%20Remote%20Workforce%20Enablement&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Find%20out%20how%20IT%20can%20keep%20up%20with%20increased%20user%20demands
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Low-code platform.  A low-code platform enables you to easily modify 

developers. Visual editors and drag-and-drop wizards make building 
portals, dashboards, service catalogs, and more a matter of simple 

executed more quickly, too.

AI emulates human performance using 
data analysis and usage patterns. When used to automate service 
management tasks, it frees up your team to focus on strategic priorities 
and delivers intelligent experiences to end users via chatbots and virtual 
agents.  

Omni-channel service request. Users today expect to interact with 
services and support via phone, email, portals, chat, and walk-up 
kiosks, as well as advanced collaboration tools like Slack, whenever and 
wherever they please. An innovative solution offers these choices to 
improve engagement, increase productivity, and speed response time. 

and integrate systems across the enterprise. A solution that can unify 
shared, cross-departmental services on a single platform improves 
employee productivity and lowers administrative, licensing, and 
maintenance costs.

Integration with third-party tools.  Connecting with partners who offer 

use of resources. Look for a vendor with built-in API integration and 
best-in-class technology integrations.

DevOps and release management. As DevOps and the service 
team have evolved (and merged), a platform that supports both 
traditional tiered and Agile development, as well as traditional release 

becomes important to the success of innovation initiatives.

Enterprise service catalog. When ESM extends offerings to other 
parts of the business, the IT service catalog grows into a shared 

management requirements of HR, facilities, program management, 
security, marketing, and others is critical.

Innovative Capabilities
The most robust service management solutions help you respond faster to changing business needs and enable your team to more easily drive transformation. 

38% of organizations rate the impact of supporting ESM as “transformational” to the
relationship between IT and business stakeholders.

-Enterprise Management Associates  (2020)

Source: O’Connell, V. (May 2020). “ESM: The (R)evolution of ITSM.” Enterprise Management Associates (EMA).

56

and configure automated workflows—without relying on professional

configuration, enabling you to roll out innovations faster. Upgrades are

Artificial intelligence.

Connected enterprise workflows. ESM capabilities automate workflows

applications that provide additional functionality maximizes efficient

management and a fluid DevOps approach to continual releases,

services catalog. A platform flexible enough to adapt to the service

report

https://pinkelephant.co.za/esm-the-revolution-of-itsm-landing-page/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20ESM%20-%20The%20(r)evolution%20of%20ITSM&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=ESM%20-%20The%20(r)evolution%20of%20ITSM


references, attend user groups, read product reviews, and speak to your peers about their 
experiences. There are also analyst peer reviews to look at if you want to see what other IT 
professionals are saying about solutions and vendors.

For further insight and validation, you can also turn to IT analyst reports. These reports are 
especially useful when you want to show your stakeholders how your chosen vendor fares 
in the eyes of the experts. 

Selecting a new service management solution has never been a straightforward process. 
With dozens of alternatives ranging from basic ticketing functionality to complex 
enterprise suites, it's easy to get bogged down in an ever-growing list of requirements, 

evaluation process with a solid plan, and learn how to prioritize your decision criteria in 
Stephen Mann’s evaluation guide.

Conducting Vendor Research

Analyst Reports Peer Review Sites

Gartner ITSM Magic Quadrant

InfoTech ITSM Category Report

Forrester Enterprise Service 
Management Wave

Gartner Peer Insights

G2 Crowd

Software Reviews
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conflicting stakeholder views, and endless vendor demos and pitches. Go into the

As part of your due diligence, it’s beneficial to look at product demos, talk to vendor

https://pinkelephant.co.za/gartner-magic-quadrant/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20the%20Gartner%20Magic%20Quadrant&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Gartner%20Magic%20Quadrant
https://pinkelephant.co.za/info-techs-2020-comparison-of-16-itsm-tools/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20InfoTechs%202020%20Comparison%20of%2016%20ITSM%20Tools&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=ITSM%20Category%20Report
https://pinkelephant.co.za/evaluate-top-vendors-in-forresters-enterprise-service-management-wave/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20Forresters%20Enterprise%20Service%20Management%20Wave&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Forresters%20Enterprise%20Service%20Management%20Wave
https://www.gartner.com/reviews/form/login?nextRoute=%2Freviews%2Fit-service-management-tools%2Fform%3Fvid%3D279%26
https://www.g2.com/products/cherwell-itsm/reviews
https://www.softwarereviews.com/products/cherwell-service-management
https://pinkelephant.co.za/top-10-criteria-for-choosing-a-next-gen-itsm-platform-landing-page/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Top%2010%20Criteria%20for%20Choosing%20a%20Next%20Gen%20ITSM%20Platform&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Stephen%20Mann%E2%80%99s%20evaluation%20guide


While you will want to ensure that the vendor you choose has all of the product 
features and services you require, your working relationship with them should also 
be a key consideration. 

In its , InfoTech includes a Net Emotional 
Footprint, which measures high-level user sentiment toward ITSM vendors. The 

relationship- as well as product effectiveness-to create a powerful indicator of overall 

It’s valuable to know what kind of response a vendor elicits from their users. As you 
meet and interact with vendors, consider the following: 

Beyond the Product:
Your Vendor Relationship

1
Service and support experience. Understand how you 
can expect to be treated before and after purchase, 
including expectations for support you’ll receive based 
on contractual agreements. 

2
 Be able to predict how a vendor 

to test the waters early to experience a vendor’s 
reaction and response.

3
Negotiation and contract approach. Experiencing 
how a vendor negotiates will provide insight into the 
future of their good-faith behavior.

5
Product impact. Make queries to determine whether 
a vendor has a vested interest in propelling your 
business forward.

4 Strategy and innovation. Ask probing questions to gauge 
how much a vendor appreciates the need to innovate.

Source: Info-Tech Research Group, 2019. Product Scorecard: Cherwell Service Management (p. 7).

Strength of Emotional Connection

Love

Hate

88%

2%
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IT Service Management Category Report

report aggregates emotional response ratings for five aspects of the vendor–client

user sentiment toward vendors (see figure).

Conflict resolution.
is likely to behave if conflicts arise. You may want

https://pinkelephant.co.za/info-techs-2020-comparison-of-16-itsm-tools/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20InfoTechs%202020%20Comparison%20of%2016%20ITSM%20Tools&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=ITSM%20Category%20Report


About Cherwell
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Forrester 2019 Enterprise Service Management Wave™

Info-Tech Research Group’s Vendor Landscape for Enterprise Service Desk Software

© 2020 Cherwell Software, LLC.  All rights reserved.

If your organization is looking to lay the foundation for an 
innovative future, deliver superior employee and customer 
experiences, and streamline operations, Cherwell can help. 

Our service management solution enables you to 
configure sophisticated workflows - including 
cross-functional workflows - without complex coding 
skills. It’s easy to build on to the platform; you can add 
your own applications or choose from a wide selection
of applications from our partners and customers. Our 
offerings include ITSM and ESM solutions, both based
on a low-code development platform.

We know that you have a choice among many service management solutions. At Cherwell, we have 
something different to offer - and our customers have experienced this difference firshand.
Discover how our solutions can help your organization, too. 

Pink Elephant are known as the trusted global leaders and authority in IT Service Management.
With more than 30 years in the ITSM space, we assist businesses to better manage and run their IT Services using best 
practice. Find out more about Pink Elephant and it’s Cherwell product offering at pinkelephant.co.za/cherwell

: https://pinkelephant.co.za/gartner-magic-quadrant/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20the%20Gartner%20Magic%20Quadrant&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Gartner%20Magic%20Quadrant
https://pinkelephant.co.za/evaluate-top-vendors-in-forresters-enterprise-service-management-wave/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Download%20Forresters%20Enterprise%20Service%20Management%20Wave&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Forresters%20Enterprise%20Service%20Management%20Wave
https://www.infotech.com/research/ss/vendor-landscape-enterprise-service-desk-software
https://pinkelephant.co.za/cherwell/?utm_source=eBook%202%20-%20Make%20Sense%20of%20your%20ITSM%20Options&utm_medium=eBook%202%20CTA%20to%20Cherwell%20Offering%20Page&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Cherwell%20Product%20Offering
https://www.linkedin.com/company/pink-elephant-south-africa/



