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CHANGING ITSM SOLUTION?

Results!

Business drivers

Management change.
Cloud/SaaS technology strategy.

Moving to a shared services model.
Merger/acquisition driving consolidation. 

Costs too high.

Technology drivers

Poor support.Outdated ITSM technology.

Over-customization.
Solution sunsetting.

Maintenance/Administration overheads too high.
Version-lock.

The Solution Replacement Journey

of business users 
are unhappy with  
what IT delivers

of IT people are 
unhappy with 
their ITSM solution

It’s critical that everybody is on 
board for the journey

USERS BUSINESS

Run stakeholder workshops to get
everybody communicating

Measure performance for a 
“before & after” to prove value

Vendor 
Solution

“RFI’s” 
(request for 
information)

“RFP’s” 
(request for 
proposal)

Solution
head to head

1
6-12

2-4 2 Benchmark again to show a 
“before & after” comparison of 

performance

The 
problem½

The 
wrong 

solution
is

“The State of Workforce Technology Adoption: US Benchmark 2011” Forrester Research

Forrester/itSMF USA ITSM Survey 2012

BUILD
TEST

We need a new 
itsm solution!

START!

5.Select 
solution

Opportunity to redesign process

Analyze and 
migrate data

How much do you 
want to spend?

How do you want
to spend it?

What you want

Don’t forget to ask your Business 
Users what they want

Streamlined IT operations
Happy Business Users
Reduced costs
Easy, fast upgrades

4.Gather 
requirements

Need to change your ITSM solution?
www.axiossystems.com/replacement

SaaS

On
Premise

Vs.


