
Setting 
the cornerstone of a 
successful ITSM 
practice with 
ManageEngine 
ServiceDesk Plus



Handling a major
availability incident

Redefining employee 
onboarding requests

Implementing a 
major change

Rolling out an OS upgrade 
across enterprise

4 real life scenarios



How to turn every 
service request into an 
experience to boost your
ITSM maturity.

Cover the whole nine yards of service request management 
- the ServiceDesk Plus way!



For employee onboarding to function 
smoothly, how it should work....

1. Hiring 
manager 

raises new 
hire request 

2. Service desk 
gathers the 

employee details 
such as resource 

type, job 
function,device 
types, level of 

access and more.  

6. End users are notified 
throughout the request 

lifecycle to manage 
expectations.

5. SLA mechanisms 
are in place to 
ensure timely 

resolution of the 
service request.

Active directory 
management

Mobile device 
management

4. Tasks are automatically 
triggered and routed to the 

right technician groups 
while ensuring no tasks are 

left unattended. 

3. Routing, 
assignment, 

5- stage approval 
mechanisms are 

triggered.



Firefight major incidents with a super hero and get 
back to business as usual quickly!

Take your
major incident management
(MIM) process up a notch



SLAs, business rules, automatic 
notifications

Support groups

Request templates, Linking asset details 
with a request, easy access to CMDB

Announcements

Integrations with monitoring 
tools

Major availability 
incident management
Framework with
ServiceDesk Plus

Tasks

Mark and assign tasks

Resolution from knowledge base

Problem management
Closure rules



A structured approach 
to effectively roll out
a major change! 
Get your people and business to forget resistance and 
embrace tedious changes with ServiceDesk Plus 
Change Management 



Stepping off in the right direction with 
ServiceDesk Plus 

W i t h  
S e r v i c e D e s k  
P l u s ,  t h e  
s m b  n o w  
h a n d l e s  
s t a n d a r d ,  
m a j o r ,  a n d    
e m e r g e n c y  
c h a n g e s  
s e p a r a t e l y  
w i t h  u n i q u e  
a n d  
c u s t o m i z a b l
e  w o r k f l o w s  
a n d  
t e m p l a t e s

B r e a k s  
d o w n  t h e  
c h a n g e  
p r o c e s s  
i n t o  s i x  
c u s t o m  
s t a g e s  t o  
e x e c u t e  
t h e  
c h a n g e  i n  
a  
s y s t e m i c  
m a n n e r .

B u i l d s  
c h a n g e  
w o r k f l o w s  
w i t h  
a u t o m a t e
d  a c t i o n s  
l i k e  
a p p r o v a l s ,  
n o t i f i c a t i
o n s

C o n f i g u r e s  
c h a n g e  
t y p e s ,  
r o l e s ,  
s t a t u s e s ,  
a n d  
t e m p l a t e s  
t o  m a n a g e  
t h e  c h a n g e  
c y c l e  
e a s i l y .



Stepping off in the right direction with 
ServiceDesk Plus 

C a r r i e s  o u t  
a  p o s t  
i m p l e m e n t a
t i o n  r e v i e w  
t o  e n s u r e  
t h a t  t h e r e  
a r e  n o  
f u r t h e r  
g l i t c h e s  i n  
t h e  c h a n g e  
p r o c e s s .

A n a l y z e s  
c h a n g e  
m e t r i c s  t o  
c o n t i n u a l l y  
i m p r o v e  t h e  
c h a n g e  
m a n a g e m e n t  
p r o c e s s

C r e a t e s  
i m p a c t ,  
r o l l  o u t ,  
a n d  b a c k  
o u t  p l a n s  
a n d  
i m p l e m e n t
a t i o n  
c h e c k l i s t s  
t o  d r i v e  
t h e  c h a n g e  
t o  
s u c c e s s .

C o m m u n i c a t e s  
d o w n t i m e  
e f f e c t i v e l y  
t h r o u g h  
a u t o m a t e d   
n o t i f i c a t i o n s  
t o  i m p r o v e  
v i s i b i l i t y  a n d  
c o m m u n i c a t i o
n  f o r  I T  a n d  
b u s i n e s s  
s t a k e h o l d e r s



Build a Rock Solid ITAM
Strategy and Grow Your 
Organization's ITAM Maturity

Control your IT infrastructure, reduce spend, 
stay compliant and gear up for those audits!



A few features that can help



Thank you
Hariram@manageengine.com


