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CIO Agenda 2012
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Source: Gartner, Amplifying the Enterprise: The 2012 CIO Agenda, January 2012



Enterprise Growth & Costs - Flexibility

Premise?
SaaS? Hybrid?

Limited IT resources, 
operating capital and 
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Premise dominant 
model with SaaS and 
Hybrid approaches 
providing powerful 

options…

operating capital and 
the need for flexible 
deployment and 
scalability options…

Blended Premise and 
SaaS models mix and 

match applications 
and deployment 
models to fit your 

needs…
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Multi Channel Support
Voice Enablement

Voice for Service Desk

• Captures details of all 

voice interactions 

• “Screen pop” to next 

available agent

• Tracks all inbound & 
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• Tracks all inbound & 

outbound calls / click to 

talk

• Automated User 

interactions – Password 

Reset, Incident 

Resolution, Request 

Fulfillment etc



Mumbai
Applications 
Support Desk

London
Service Desk

Virtual Voice 

Business Users

Multi Channel Support
Virtual Service Desk
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ITSM
Enterprise

Service 
Mgmt

Vendor / Supplier
Service Desk

Atlanta
Service Desk

Communications 
Center

Service Mgmt 
System

Remote Service 
Desk Staff

On-Site
Service 

Desk Staff



Multi Channel Support
Mobile Solutions

On the Move

• Allows mobile 

employees to view and 

edit ITSM records on 

their iPhone or iPad 

devices
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devices

• Standard extensible 

Apple HIG user 

interface

• Field Support dispatch

• Change Approvals

• Management 

Information
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ITSM Self Service & Service Catalogue
Self Service

Self Service

• Provides fast and 

convenient access for 

end-users & 

customers

• Accelerates the 
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• Accelerates the 

delivery of service at 

an optimized cost

• Flexible and scalable 

solution to meet the 

changing needs of an 

organization



ITSM Self Service & Service Catalogue
Self Service

Self Service

• Dynamic Incident and 

Knowledge matching 

promotes self-help

• Promotes 

independence 
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independence 

amongst the user 

population

• Increasing factor in 

reducing call volume 

to the Service Desk

• Accelerates the 

delivery of service at 

an optimized cost



“Service Catalogues are the cornerstone of service delivery 
and automation, and the starting point for any company 
interested in saving money and improving relationships with 
the business.”  

ITSM Self Service & Service Catalogue
Analyst Quotes
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Julie Giera, Vice President, Forrester Research, Inc.

“Although less than 15% of IT organizations currently have 
a Service Catalogue, by 2013 almost 70% of IT 
organizations will start to develop and implement one.”

Gartner



› Industry confusion over the Service Catalogue term

› At its most basic level, the IT Service Catalogue is the 

service request portal for customers.

› An IT Service Catalogue, is an operational tool to simplify 

ITSM Self Service & Service Catalogue
What is a Service Catalogue
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› An IT Service Catalogue, is an operational tool to simplify 

the service request process for customers and to link the 

tool to automated service delivery processes for improved 

IT efficiency. 

Gartner: The Fundamental Starter Elements for IT Service Portfolio



› The more complex version……

– Service Catalogue contains an inventory of services with a hierarchy 

of all defined Services, Packages and associated Requests 

– The Service Catalog defines all details associated with the top level 

“Business” Service

ITSM Self Service & Service Catalogue
What is a Service Catalogue
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“Business” Service

– Visibility of Services & Requests are defined by role – you only see 

the services you contracted for / are entitled to

– Service records contain descriptions, availability details, response 

and resolution times, status, interfaces and dependencies of all 

services 

– Service Requests are actionable activities / provisioning designed to 

support the higher level Services

– Services and Requests require associated SLA s/ Commitment



› Don’t limit the potential scope…..

– IT

– Human Resources

– Operations

– Facilities

ITSM Self Service & Service Catalogue
Service Scope
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– Facilities

– Procurement

– Provisioning

– Workplace Management

– Application Services

– Financials - Insurance 



Service Catalogue

• Provides a friendly,  

easy to use 

presentation of all 

available IT services

• Supports the 

ITSM Self Service & Service Catalogue
Service Catalogue
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• Supports the 

alignment of IT with 

the business and 

encourages better 

communication 

across organizations

• Enhances service 

quality and fulfillment 

performance
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Root Cause Analysis

Problem Detection Problem
Mgmt

Problem to Known Error

Error Resolution

The Support Trifecta
Incident, Problem and Knowledge Matching
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Incident 
Detection & 

Matching

Incident 
Mgmt

Service
Levels

Knowledge                      
Mgmt

360o relationship 

between Incidents, 

Problems and 

associated Knowledge

Known Error Database, 
Workarounds and 
Resolution Details



ITSM Service Desk Highlights
Incident Management

Incident Management

• Capture of all Incidents 

across all functions

• Fast navigation through 

key information

• Full Voice integration

The Support Trifecta
Incident Management
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• Full Voice integration

• Drives escalation 

engine, notifications 

and SLAs

• Tight integration with 

related Service Desk 

functions



Problem Management

• Engineered to support 

Incident & Problem 

Matching

• Captures root cause 

information and related 

The Support Trifecta
Problem Management
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information and related 

workarounds

• Populates Known Error 

Database

• One location for all IT 

challenges



ITSM Service Desk Highlights
Knowledge Management

Knowledge Management

• Full Knowledge 

Management process 

lifecycle

• End User and Analyst 

“containers”

The Support Trifecta
Knowledge Management
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“containers”

• Dynamic Knowledge,  

Workarounds, FAQs 

delivered in “context”

• Fully integrated with all 

other Self Service & 

Service Desk functions



Multi Channel Support Multi Channel Support 
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Workflow Designer and 

Engine

• Drive the standard 

processes of Service 

Provision

• Enables the automation 

Automation and Analytics
Business Process and Request Fulfillment
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• Enables the automation 

of key business rules

• Provides repeatability 

and velocity to improve 

business performance

• Removes the guesswork 

of “what happens next”

• The engine for Process 

integration



Automation and Analytics
Service Desk Survey

Survey

• Quickly build custom 

surveys to measure 

user and customer 

satisfaction
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• Easy distribution and 

collection of survey 

results

• Automation and 

business rules support 

survey process

• All results tied to 

related records



FrontRange SaaS² SelfFrontRange SaaS² Self--ServiceServiceFrontRangeFrontRange Enterprise ITSM Executive ScorecardEnterprise ITSM Executive Scorecard
Integrated Analytics

• Voice metrics

• Incident and Request 

Fulfillment KPIs

• Problem and 

Automation and Analytics
Dashboards & Reporting
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• Problem and 

Knowledge Usage

• Survey Results

• Self Help metrics

• Full FCR analysis 



Service Level Management

• Easy view of SLA’s and the 

related services

• Review key performance 

indicators and service 

Automation and Analytics
Dashboards & Reporting
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indicators and service 

compliance trending

• Enables more proactive 

management of 

performance to key service 

targets




