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

business value of a new service management solution, 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

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.

of the eBooks. They will help you scope the problems you want to solve, 
identify the capabilities you need, compare vendor offerings (including the 

gain the widespread support you seek.

Executive Summary

Lead with Business Outcomes

Accelerate Your Buying Decision
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You know you need to improve the way your service desk operates, but

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

Improve confidence in your solution 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.

This approach will transform your buying process from agonizing to efficient.
You can start at the beginning and work your way through or jump to any

Your business case will be compelling and convey a sense of urgency as you
status quo), connect to corporate initiatives, and build financial justification.

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 -

R28.5M
R4M

Benchmark
Your Service
Management
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To gain widespread support and secure budget for your new service 
management solution, it’s essential that you articulate value in ways that are 
relevant to service desk staff, IT leadership, and executives. Each has a different 
view of the potential impact of your proposal: 

Service desk operational outcomes are relevant to service desk agents 
and managers 

Cross-IT performance improvements are relevant to IT directors and 
leaders

Strategic initiatives are relevant to IT leaders

Business outcomes are relevant to all executives

articulate value in a way that is relevant to each stakeholder you interact with as 
you seek support. 

Consider the statement below. It expresses value that will resonate with multiple 
stakeholders. But how do you craft a statement like this from a service desk 

Articulate Business Impact

"Only 41%  of ITSM professionals see a 
clear alignment between their current goals 
and the overall direction of the business."

-Gartner, 2019

25%
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Our company wants to increase revenue by 10% this 
year, and IT can help drive that business result. With a 
new service management solution, my team can free 
up of their time to focus on product innovation.

Your job is to avoid a myopic outlook that is only relevant to service desk
operations and expand your thinking to the whole business. You want to

operational metric such as, “Each agent will handle 23% more incidents”?

Source: Matchett, C., Lord, K., Gonzalez, K., & Williams, R. (August 2019). "2019 Strategic Roadmap for IT Service Management" (ID G00441522). Gartner, Inc.



Follow the approach below to develop a persuasive statement. 

“Success starts with understanding what the organizational, personal, and functional goals are, 
and then working backwards to demonstrate how IT departments can become a change agent.” 

-John Edwards, CIO.com

Quantify expected service desk 
improvements

Determine effect on overall IT 
performance

Align with a strategic initiative

Connect to a business outcome

Service desk agents and managers

IT directors and leaders

IT leaders

All executives 

“Our company wants to increase revenue by 10% this
year, and IT can help drive that business result. With a 
new service management solution, my team can free 
up 25% of their time to focus on product innovation.”

Where it fits into your statementStep Interested stakeholders

“Our company wants to increase revenue by 10% this
year, and IT can help drive that business result. With a 
new service management solution, my team can free up 
25% of their time to focus on product innovation.”

“Our company wants to increase revenue by 10% this
year, and IT can help drive that business result. With a
new service management solution, my team can free up
25% of their time to focus on product innovation.”

“Our company wants to increase revenue by 10% this
year, IT can help drive that business result. With a new
service management solution, my team can free up 25%
of their time to focus on product innovation.”
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Source: Edwards, J. (9 Dec 2019). “7 Ways to Position IT for Success in 2020.” CIO.com.



compare your existing performance metrics with the operational improvements 
you expect to achieve with your new service management solution. Below are 

for benchmark data.

Quantify Expected Service Desk 
Improvements

this year, and IT can help drive that business 
result. With a new service management solution
my team can free up 25% of their time to focus 
on product innovation.

Time

Request closure and incident resolution time

Time to provision services

First call resolution rate

Average hours to assess root cause and remediate

Cost
Average cost per request, incident, and change

Audit cycle time and license cost

Cost of non-compliant license audits

Percent of routine tasks requiring high skilled staff

Volume

Percent of processes automated

Percent of call avoidance through self service

Percent of incidents reported by user versus IT

Operational 
KPIs

Incident Resolution Time

Request Closure Time

First Call Resolution Rate

Current 
State

Reference 
Benchmark

Expected 
Improvements
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To craft your statement, first quantify your current service desk performance. Then

some common operational KPIs in use.

Efficiency

Work with your vendors to identify and estimate what operational 
improvements you may achieve with their proposed solution. Use a structure 
similar to this table to contrast your current state to a benchmark and to 
expected improvements. Reach out to industry analysts, to the American 
Productivity & Quality Center, Pink Elephant, and other independent sources

10 days

68%

6 days2 days

78%

5 days

< 2 days

< 3 days

> 55%

Number of emergency changes

Number and percent of major incidents

Number of requests and incidents handled per agent

Number of process compliance exceptions

Percent of services meeting SLAs

Our company wants to increase revenue by 10%

https://pinkelephant.co.za/managed-it-support-itsm/?utm_source=eBook%203%20-%20Establish%20the%20Business%20Impact%20of%20the%20Right%20ITSM&utm_medium=eBook%203%20CTA%20to%20Managed%20Service%20Support&utm_campaign=Be%20a%20Service%20Management%20Champion&utm_content=Pink%20Elephant


to considering how improvements to service management advance the 
performance of the whole IT organization. Below are some positive impacts 
that can be obtained. 

Determine Effect on Overall IT Performance 

Gain time to innovate. Effective ITSM solutions deliver leaner 
processes, automate tasks, and enable self-service, which moves 
problem resolution and other support activities closer to end users. 
This shift empowers IT experts to accelerate the of delivery of new 
and better solutions and improved services. 

Increase employee satisfaction. Modern ITSM platforms offer 
employees an intuitive and consumer-like system of engagement 
for requests, incidents, and problems. With users empowered to 
solve their own issues, satisfaction increases, time to resolution is 
faster, and staff can be redeployed to higher-value activities.

this year, and IT can help drive that business 
result. With a new service management solution,

time to focus 
on product innovation.
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The next step is to move from focusing on service desk operational KPIs Our company wants to increase revenue by 10%

my team can free up 25% of their

Improve productivity. Advanced ITSM automation relieves IT staff
from manual, repetitive, and error-prone tasks. Self-service 
portals automate request fulfillment. ESM leverages ITSM best 
practices across departments to enable employees to share 
knowledge, actions, data, and communications.

Optimize staff assignments. With a low-code platform, other 
business processes can be automated without relying on expert 
developers. Graphical tools make it simple to configure, edit, and 
create dashboards, service portals, forms, process workflows, and 
more.

Avoid unexpected events. Advanced ITSM platform intelligence
and automation enable admins to apply changes without error.
Dependency mapping regulates changes that link to the 
underlying infrastructure so root cause analysis, asset retirement, 
and innovations don’t negatively impact uptime.

Reduce licensing spend. A concurrent license can save 50 to 70
percent versus an underutilized named license. Software asset
management will uncover underutilized applications and will alert
when usage exceeds contracted licenses agreements.

Comply with regulations and policies. Information security
management unifies tracking of authority documents, citations,
controls, and risks in a single system. Integrated risk, compliance, 
and incident process management optimizes response, 
remediation, and prevention.



business leaders when they describe their strategic direction to company 
executives. 

The three initiatives below are common ways IT helps the business win, with 
the goals of increasing both the value potential of the IT organization and the 
perceptions of IT held by the rest of the business.

Consider these strategic initiatives and determine how your project advances 
one or more of these goals. Consult your IT leadership to discover whether 
you should consider other strategic objectives. 

IT deploys and manages the infrastructure 
to service and support business functions 
with capabilities that manage costs and 
improve performance. 

Align with a Strategic Initiative  

this year, and IT can help drive that business 
result. With a new service management solution,
my team can free up 25% of their time to focus on
product innovation.

Elevate Employee & 
Customer Experience

Drive Business Results 
Through IT

IT provides intelligent and accessible 
technology interactions to enable all 
users to be productive and engaged. 

IT develops innovative and automated 
digital initiatives that keep pace with 
and advance the company’s position in 
the marketplace.
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Improve IT Operational
Maturity & Effeciency

Now, frame the positive impact on IT performance in terms used by IT Our company wants to increase revenue by 10%



executives. They want to know how your proposal impacts organizational 
success by increasing revenue, decreasing cost, and/or mitigating risk. 

Connect to a Business Outcome  

Increase revenue. 

Decrease cost.

Mitigate risk.

Our company wants to increase revenue by 10% 
this year , and IT can help drive that business 
result. With a new service management solution,

to focus 
on product innovation.

The final step is to connect to business outcomes that resonate with other

IT shifts from basic, lights-on activities to high-value, transformational initiatives 
that support accelerated time to market and new revenue streams. More
satisfied and more productive employees focus on completing projects on time
and within budget and, moreover, are excited to tackle innovative ideas.

Staffing and operating expenses decrease with low-code development that
enables rapid creation of new workstreams without relying high-paid experts.
Asset and licensing spend is optimized with utilization insights. Line-of-business
services and operations are consolidated to reduce costs. Dashboards and
reports shed light on opportunities for additional productivity improvements.

Downtime is avoided with automation that limits human interaction and errors.
Unexpected events are met with rapid problem resolution. License audits run
smoothly. Security is strengthened with programmatic, integrated solutions that
facilitate adherence to regulations and policies.
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Business Impact Map

To help you connect service management projects to strategic initiatives and business outcomes, leverage the business impact framework below. 

Example 1

Free up 25% of staff time

Project Name

Reduce % of routine tasks 
fulfilled by experts Resolve issues 35% faster

Gain time to innovate

Quantify expected service 
desk improvements

Optimize staff assignments Increase employee satisfaction

Drive business results through IT

Determine effect on overall 
IT performance

Improve IT operational 
efficiency Elevate employee experience

Increase revenue 10%

Align with a strategic 
initiative

Connect to a business 
outcome

Decrease costs by $50M Increase sales 7%

Framework Example 2

New Service Management Solution

Example 3
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You can build a customized statement for each stakeholder, based on their specific goals and concerns.

Our company wants to increase
revenue by 10% this year, and IT can
help drive that business result. With
a new service management solution,
my team can free up 25% of their
time to focus on product innovation.

Our firm wants to decrease costs
by $50M this year, and IT can save
money by improving its operational
efficiency. With a new ITSM solution,
we will optimize staff assignments
by reducing the percent of routine
tasks fulfilled by highly paid experts
to near 0%.

Our business wants to increase sales
7% this year, so sellers need better
tools and processes to expedite their
work. IT can elevate this employee
experience with a new ITSM solution
with a self-service portal proven to
resolve issues 35% faster.



Calculate the Financials

Substantiate project investments and ongoing costs

Quantify productivity improvements
Ever wondered if there was an easy 

Well now there is. In less than 2 minutes 

you can generate a custom report that 
is tailored to your business.
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Define your software licensing structure

Model the financials

1

2

3

4

Moving to a new service management solution can deliver significant business
value, which you can demonstrate to your stakeholders with some thoughtful
financial analysis. Putting in the effort to conduct these evaluations will help others
quickly understand that your service management investment is a sound financial
decision.

We’ll help you make your case by showing you, step-by-step, how to determine
and compare key costs and productivity differences between staying with your
current service management solution versus transitioning to a new one.

These business value dimensions include a reduction in licensing and operational
costs, faster resolution time of IT incidents, and fewer incidents to manage. You
can advance your case further by including better IT asset management, more
automated processes, and the need for fewer development resources.

To help you build financial justification, we’ll look at the investments that you will
need to make, key considerations when making those investment decisions, and
how to calculate some financials, such as total cost of ownership (TCO), payback
period, and return on investment (ROI).

way to run these financial analyses?

and by completing a few simple fields,

Cherwell Business Value Calculator



Substantiate Project Investments
and Ongoing Costs 
To determine TCO, payback period, and ROI, you’ll need to gather some key data 
regarding both your current solution and your proposed solution:

1. Recurring operating costs, such as base software licenses, hosting 
services if not included in the license cost, add-ons such as security and 
orchestration packages, as well as dedicated admins, if needed.

2. One-time set-up costs like professional implementation services and team 
training, as well as infrastructure costs if you choose to deploy an on-
premises environment.

Current total number of developers, service desk staff, and employees, as 
well as their average fully-burdened salaries.

4. Service desk operational metrics, such as average ticket volume and 
effective time to resolution.

3.
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User Type
100 heavy users

1-to-1 -

-130 named

1-to-3

40 concurrent

30 VIPs 120 infrequent users

Ratio

License Count

250 Total Users
"Ratios of users per concurrent 
license typically range anywhere 
from 1-to-2.5 to 1-to-5, 
depending on the size of the 
organization, the types of users, 
and the operating hours."

-Gartner (Nov 2019)

Define Your Software Licensing Structure
Licensing policies vary from vendor to vendor. It is critical to understand these
policies up front so you can calculate the financials correctly based on number
of licenses, costs of additional capabilities, and deployment location.

How many licenses do you need?
There are two main types of licensing structures. Named licensing enables only
a specific individual to access the software. In this model, the assigned user
will cost the same regardless of whether they use the software for two or 60
hours a week. In contrast, concurrent licensing means any authorized person
can access the software, provided the maximum number of simultaneous
users doesn’t exceed the number of licenses purchased. Some vendors allow
different mixes of user licenses. For example, frequent and important users
have named licenses, and the remaining users share the pool of concurrent
licenses. See figure below.

Some software packages require licenses for approvers, portal users, end
users, requesters, report viewers, and display monitors. Therefore, account for
all potential users and determine whether license instances can be shared,
which may significantly decrease the number of licenses you need to purchase.

Which options do you pay more for?
Service management software vendors will usually offer a basic service
management solution which may include additional capabilities; or, they may
charge separately for each additional capability, such as security or orchestration
or even dashboards and reports. Be sure to add up the costs of all the features
and capabilities that you need to ensure you have captured the cost of the total
package.

What deployment model do you prefer?
Each deployment option may incur different one-time set-up costs and different
ongoing operational costs. For example, an on-premises solution will generally
require an infrastructure outlay, whereas a cloud deployment will charge a
recurring monthly fee that is metered based on actual usage.

Regardless, users expect the same service delivery whether your solution lives
within your organization or is hosted elsewhere. Therefore, make sure you
understand the contractual recovery point objective (RPO), recovery time objective
(RTO), and system monitoring practices. These policies can impact the length and
amount of scheduled and unplanned downtime your organization may experience.
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Source. Matchett, C., Doheny, R., & Andes, K. (21 Nov 2019). “6 Smart Steps for ITSM Tool Selection Success” (ID G00407777). Stamford, CT: Gartner, Inc.



Quantify Productivity Improvements 

“Reducing friction in the support process gives back time that can be spent on productive 
outcomes, which is better for the business and employee satisfaction.”

-Gartner, 2019

16%
more 

productive 
IT staff

reduction in time 
to resolution 

(MTTR)

22%
more 

productive 
audit team

12%
reduction in lost 
productivity time 
for all employees

33%
reduction in 

downtime for 
employees

89%
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Many productivity improvements come from the time savings of IT staff, who now
field fewer requests and therefore spend less time handling incidents. Moreover,
a new solution can provide better dashboards and visibility, resulting in more
efficient staff assignments, and offer self-service portals, automation capabilities,
and knowledge articles, which can reduce the number of requests and provide
quicker, more standard resolution procedures.

However, productivity improvements aren’t limited to IT staff. Employees who
submit requests or raise incidents can also benefit, either because IT resolves
their tickets faster, because they can interact with IT more quickly in a modern
platform with omni-channel support, or because they were able to quickly
resolve the issue themselves through a knowledge article.

Organizations looking to manage IT costs may have a hard time finding
funds to hire the programmers they need to implement changes and
customizations, if they can even find these experts to begin with. Low-code
platforms can enable existing staff who are not coders, but who know what
their requirements are, to develop applications. Any way to drive efficiency
further up the stack has the potential to improve overall staff productivity.

To quantify these improvements, you’ll need a baseline understanding of
your current ticket volume and time to resolution, as well as an understanding
of how much time your expert developers spend on simple requests. In
partnership with a vendor, you can estimate the impact a new solution will
have on these activities.

Source: IDC. (2019). “Cherwell Enables Organizations’ Service Desk Operations to Drive Business Value” (interactive BVA tool). IDC.

Source: Doheny, R., Matchett, C., & Shetty, S. (29 Aug 2019). “Magic Quadrant for IT Service Management Tools” (ID G00373111). Stamford, CT: Gartner, Inc.



Model the Financials

Advantages Disadvantages
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Now you have the data you need to calculate a few basic financial metrics—TCO, payback, and ROI—for your initiative. Each of these analyses has advantages and
disadvantages. Use the explanations below to figure out which model, or combination of models, is important to your stakeholders.

Payback: When will
you break even on 
this initiative?

TCO: How much will
this project cost in 
the long run?

ROI: How do positive
benefits factor into 
the equation?

Simple to calculate and easy to understand
Adjusts for uncertainty of later saving
Biased toward liquidity

Provides insight into total costs, not just the 
purchase price
Facilitates objective side-by-side 
comparison between options on a cost basis
Predicts ongoing costs, which can assist 
with budgeting activities

Provides insight into combined effect of
quantified benefits and costs
Offers a comparison point among projects
Relatively simple to calculate
Widely used and accepted

Ignores savings beyond the payback period
Does not account for risks

Provides narrow view of costs, with no accounting for
quantifiable business benefits
Difficult to accurately identify and track all direct,
indirect, and operations costs
Requires people to think beyond a simple acquisition
cost (price)
Typically ignores opportunity costs

Does not account for project time, so a 10-year
initiative may look more favorable than one that last
only a year or two
As a percentage, cannot convey absolute numerical
value
Comparisons are futile because only the return of one
project is calculated at a time



TCO: How much will this project cost in the 

TCO focuses on cost information to help you determine the direct 
and indirect costs of a project over a period of time, resulting in 
comprehensive insight into actual expenditures. It includes the purchase 
price, plus operating costs, typically over a three-year period. TCO is 
useful when making decisions about budgeting and planning, asset 
lifecycle management, and vendor selection. 

Total cost of ownership (TCO) sums the initial set-up costs, ongoing 

horizon. TCO is expressed in monetary terms, making comparisons 
between two options easy.

Payback: When will you break even on this 

Payback determines how long it will take before a project recovers its 
original investment. The payback period is a useful tool to compare 
projects. Some leaders favor a project with the shortest time frame, because 
project investment is recouped sooner. 

Payback period is calculated by dividing the original project investment (e.g., 
set-up costs) by its annual savings. It is expressed in terms of months or years.

+
+

+ =

Set-up Base license Additional 
software

Dedicated 
staff

TCO

Set-up Base license

Current solution Proposed solution

Additional 
software

Dedicated 
staff

TCO

Project investment = $270,000

Payback period = 7 months (.58 of 1 year)

Year 1 
$465,117

Year 2 
$735,117

Year 3 
$735,117

$

Time

Payback period = 7 
months

Solution purchased

Set up costs

1115

long run? initiative?

operating costs, and other notable costs, usually over a 3- to 5-year



Total Savings — Total costs
x 100%ROI =

Total costs( (

$864,351 — $567,000
x 100% = 52% over 3 yearsROI =

$567,000( (
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ROI:  How do positive benefits factor into the equation?

If you want to paint a picture of costs and benefits to ensure your purchase is not
just the cheapest solution, but also the best solution, perform an ROI analysis. ROI
accounts not only for project costs, but also the potential savings (or profit) gained;
therefore, ROI represents the net value received (benefits minus costs) from an
investment. As such, your company may use ROI to assess which project will save
the most money for each dollar invested.

If you or your stakeholders are looking for more detailed financials, such as internal
rate of return (IRR) or net present value (NPV), then meet with your financial team
to understand the data that they will need you to provide and have them calculate
these or other models.

To calculate ROI first subtract the total costs from the total savings, including
companywide savings from productivity improvements, and then divide that amount
by the total costs. ROI is expressed as a percent over a noted time period.

Other financial analyses



Mid-Size Firm Use Case

Current Solution Proposed Solution

1117

Many productivity improvements come from the time savings of IT staff, who now
field fewer requests and therefore spend less time handling incidents. Moreover,
a new solution can provide better dashboards and visibility, resulting in more
efficient staff assignments, and offer self-service portals, automation capabilities,
and knowledge articles, which can reduce the number of requests and provide
quicker, more standard resolution procedures.

However, productivity improvements aren’t limited to IT staff. Employees who
submit requests or raise incidents can also benefit, either because IT resolves
their tickets faster, because they can interact with IT more quickly in a modern
platform with omni-channel support, or because they were able to quickly
resolve the issue themselves through a knowledge article.

Organizations looking to manage IT costs may have a hard time finding
funds to hire the programmers they need to implement changes and
customizations, if they can even find these experts to begin with. Low-code
platforms can enable existing staff who are not coders, but who know what
their requirements are, to develop applications. Any way to drive efficiency
further up the stack has the potential to improve overall staff productivity.

To quantify these improvements, you’ll need a baseline understanding of
your current ticket volume and time to resolution, as well as an understanding
of how much time your expert developers spend on simple requests. In
partnership with a vendor, you can estimate the impact a new solution will
have on these activities.

Named license model costs $1200 per user

25,000 service requests per year

Average time to resolution is 20 minutes

Rely on two full-time developers

Extra charge for security and orchestration

Concurrent license model costs $1800 per license

Vendor estimates 20% reduction in both request volume and
resolution time

Day-to-day work interruption for regular employees who raise 
a request is 50% less

Based on a low-code platform

Base license includes security and orchestration



“I can save our company $1.9M in the next three years for a $270K investment-
and it'll break even in just seven months.”
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Does it make financial sense for this mid-size company to switch vendors?
Let’s make a few calculations, the details of which are on the next page:

 TCO analysis reveals a savings of $465,117 in the first year for the new
 service management solution. This amount is 38 percent less than the
 current software, whose total cost is $1,225,521 per year. If these cost
 calculations are projected out three years, the savings grow to $1,935,351
 (or 53 percent less than the current approach, the three-year cost of which
 would be $3,676,564).

 Payback period is just seven months on an outlay of $270,000 (for
 infrastructure, services, and training), because yearly software costs are
 already $177,000 less the first year with a solution based on a concurrent
 license structure that includes security and orchestration and does not
 require expert developer resources. Moreover, user productivity improved
 with fewer tickets that also took less time to resolve, netting a benefit of
 $288,117 in the first year across IT staff and corporate employees.

 ROI demonstrates a 52 percent return over a three-year period, because
 user productivity benefits accumulate and can be quantified at $864,351,
 while the total costs incurred with the new solution over three years only
 come to $567,000.

Clearly, costs and benefits will vary by different types and sizes of organizations,
but wouldn’t it be powerful to tell your stakeholders the following:



Mid-Size Firm Use Case Financial Calculations
The TCO, payback, and ROI calculations in this example were mocked up based on the following inputs, assumptions, and estimates.

Operating Costs

One-Time Set Up Costs
Sub-Total

Sub-Total

Sub-Total

Sub-Total

Total Software Cost

Ticket Management Costs

3-year total

3-year total

Base license cost for concurrent licenses (including hosting costs)
Base license cost for named licenses (including hosting)
Other software modules, not included (e.g., security, orchestration)
Dedicated IT admin salary

Infrastructure to purchase (if on-prem)

FTE cost for IT staff

Software operating cost

Effective response time, average (hh:mm)

Software one-time set-up costs

Return on Investment (ROI)

Professional services for implementation

Total Cost of Ownership (TCO)

Hours incurred by IT staff (# tickets * avg time spent per ticket)

Training

FTE cost for non-IT employees

Ticket management costs

Payback period

IT staff cost per hour

Employee staff cost per hour

-

$108,000 $0

$80,000 

$240,000 $0

$120,000

20,440

0:20

$0 $270,000 

- $177,000 

- $288,117 

$546,000 $99,000

$0

-

-

-

-

$546,000

$1,638,000 $567,000 

$369,000 

$270,000 

$543,617 $347,915 
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$2,038,564 $198,000
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Months

1-year ROI
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-

-

-

-

$546,000 $99,000
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Year 1 Year 1

Year 1 Year 1

Year 1 Year 1

Year 2 Year 2

Year 2 Year 2

Year 2 Year 2

Year 3 Year 3

Year 3 Year 3

Year 3 Year 3

Software Costs
Current Solution Proposed Solution

Financial Summary
Current Solution Proposed Solution

User Productivity
Current Solution Proposed Solution

Current Solution Proposed Solution
Financial Calculations
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$198,000$198,000$198,000

Number of IT employees

Number of non-IT employees

Number of tickets per year (include all types and levels)

Hours incurred by employee (assume 50% of the time IT staff spends)

Quantified savings: Software costs

Quantified business benefit: User productivity improvement

165 165 165

4,945 4,945 4,945

$60,000 $60,000 $60,000

25,55025,550 25,550

8,517 8,517 8,517

$64 $64 $64

4,258 4,258 4,258

$32 $32 $32

$175,000 -

-

-$15,000 

$99,000 $99,000

$99,000

$99,000

-

$0

$0

165 165 165

$120,000 $120,000 $120,000

0:16 0:16 0:16

5,451 5,451 5,451

$64 $64 $64

1,363 1,363 1,363

$32 $32 $32

$546,000 $546,000 $546,000

$679,521 $679,521 $679,521

3-year TCO

$1,225,521

$3,676,564 3-year TCO

3-year ROI

$760,404

7

-22%

212

$1,741,213

52%

$99,000 

$391,404 
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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
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