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ITSM Tool Implementation

Implementing an ITSM tool can help organizations improve

their IT service delivery, enhance efficiency, and increase
customer satisfaction. It enables better management of IT

processes and resources, leading to improved productivity

and overall organizational performance.

Key Activities

Planning
Requirements Gathering
Tool Selection

Configuration & Customization

Data Migration

Training and User Adoption

Testing and Quality Assurance
Deployment and Go-Live

Continuous Improvement



Poll question

Is your organization going through an ITSM Tool selection,
implementation, or upgrade?

We are going through We are implementing We are upgrading our

an ITSM tool selection a new ITSM tool existing ITSM tool




When it comes to
implementing ITSM
tools...

It's seldom the tool that is
the problem




.

What are some of the reasons &
Implementations fail?

NAVVIA



Poor Planning

No Processes No Requirements

Poor Communication In Our Experience  pul 1€l

Lack of Involvement T Scope Creep

Out of the Box
NAVVIA



Vendor Selection

“Know your business requirements, organizations often select more tool than they need “

« Don't buy your ITSM tool based on marketing hype

« Understand your maturity level

“Leaders will overspend by $2 billion buying
unused features of ITSM platforms in 2026,

the contract term up from S1 billion in 2021.”

« Select a tool based on features you will use withing

« How complex is the tool to tailor and support b

« What is the total cost of ownership



Gap Analysis

“You’re changing your tool to make things better, what are the gaps you need to close?”

« Why are you implementing, changing or upgrading your ITSM tool?
« What are the specific pain points you need to address

« How easy is the current tool to use and support “an ITSM capability assessment is

one of the most effective ways to

« How is the training and support perform the GAP analysis”

« Engage your users, don't assume



Process Definition

“Engaging stakeholders is critical when designing and documenting processes”

Comprehensive process documentation enables organizations to:

|dentify inefficiencies, reduce errors and variability, and
ensure that everyone in the organization is producing
consistent results.

|dentifies roles, responsibilities, policies, metrics and controls

Train new employees, comply with industry standards and
regulations, and implement continuous improvements.

Defines the blueprint for ITSM tool implementation.
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User Stories / Technical Requirements

“Tight requirements result in faster implementation with less rework — helps manage scope”

« User Stories should be captured in business terms / they are not
technical requirements

« User Stories are an opportunity to open a dialogue and foster steps 2 (0 OoEnmE

understanding details ] () QOO0
(10 .’\Tv
« User Stories should be mapped to the business process L L, L\ :*)f
« Mapping lets you quickly identify requirement gaps ( = /‘/ )
A G A

« Technical requirements should be mapped to the user story



User Stories / Technical Requirements

e
Employee -
Process : Manager Manager Submits | Employee
SIBETHES (Bpese Approves? for Payment Reimbursed
form
) The employee, conforming ) )
User O to accounting policies, o O
Stories - must submit a detailed - -
- expense form - -
« Place these specific fields on expense form
Technical - Create expense report #
Requirements « Send notification to manager once submitted NAVVIA’

« Change status to submitted



Implementation Strategies

“Out of the Box, Lift & Shift, or Big bang can lead to project failure — understand the risks”

« QOut of the Box is an increasingly popular implementation
approach, but may be best suited for smaller, less complex
organizations

 Lift & Shift is the practice of “replicating” what you have in the
new ITSM tool — does this improve things?

« Big Bang refers to to implementing all modules, processes at
once — can lead to scope creep and delays

 In our opinion, a process driven, agile approach minimizes
risks and rework



Training and Governance

“Training and governance is crucial to long term success — without it, things will degrade”

« One of the key reasons people change tools is dissatisfaction — but
was the ITSM tool really the problem

« Put a governing body in place to control implementations, upgrades
and customizations. Develop standards and ensure they are followed

-
« Review and asses all changes to the platform before implementing \\1 '
) .
« Create a robust training program for developers, administrators, and
users alike S

« Develop KPIs and Metrics for your processes and use to drive continual
improvement.



Summary

$ Don’t buy more ITSM tool Aie. o Drive your ITSM tool requirements
that you need LD through User Stories
Q Ask your users what's working or < 4 “Lift and Shift” and “Out of the Box”
not working with your current tool ~”  sounds nice but seldom works

;51 Define your processes before you 2.1 Training and Governance is essential
= ™ implement your ITSM tool to long term success
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Navvia Demo
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Navvia Process Designer
Designed for the Business Process Management




Key Navvia Features

- E 55

Process Design S— - Assessment &

and Sharing Ell e"l Governance {E‘J Value

User Stories and

Requirements Templates



Learn how Navvia can really
make your BPM perform!

Schedule a demo today

httSI /navvia.com/contact/


https://navvia.com/contact/

Upcoming Events

26 Managing a Global ITSM Program 7 Leading Digital Transformation

Navvia Expert + Guest Navvia Expert
Oct X g

Dec

Registration will Registration will
open soon open soon



https://i.navvia.com/g3-canada-limited
https://i.navvia.com/g3-canada-limited

Thank you!
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