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Why ESM matters




s there a link
petween being
nappy at work,
customer
experience, and
sustained
financial
performance?
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IBM tracing how EX links to CX, and to revenue
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Conventional wisdom aboutMs

empl oyees

Key Insight #1.:
What makes people
happiest and
engaged
recognition, pay-for-
performance or free
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things done.
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Key Insight #2: The
key to performance in
knowledge work is the
ability to self-regulate
our attention, and stay
focused on the work
we believe matters
most.
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127% higher
productivity
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And what does a day 1 n the
worker look like?
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Fragmented Service Experiences Kill Flow

Finding Flow in the typical workplace
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| t 0s al | about services

Marketing And
HR Services Communication
Services

Facilities
Services

Legal Services

IT Services
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The Flow Workplace

Finding Flow in the ideal workplace
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Company Value
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The 2018 Forrester ESM Wave




Vendors 2018

Challengers Contenders Performers Leaders
FORRESTER' RESEARCH
Stronger
Evaluated Vendors And Product Information ;f‘f‘;f’n”;
The Forrester Wave™: Enterprise Service Management, Q3 2018 A
= BMC Software
Axios ()
Vendor Product evaluated Product version evaluated
Atlassian Jira Service Desk 3.12
Ivanti (- )
Axios Assyst Version 10 SP 7.5 SunView © GQ TOPdesk
BMC Software Remedy, Remedy with Smart IT, Digital 9.1, 18.05, 18.05 : ‘
Workplace Advanced (-) EasyVista
IBM
CA Technologies CA Service Management 17.1 @
Cherwell Software Cherwell Service Management 9.3.2
EasyVista EasyVista Service Manager 2016.1.305.1
IBM IBM Control Desk V7.6
Ivanti Ivanti Service Manager 2018.1
Micro Focus Service Management Automation X 2018.05
. ) ) Weaker
ServiceNow ServiceNow Kingston current
SunView ChangeGear Version 7 offering
TOPdesk TOPdesk Enterprise 8.4.xxx Weaker strategy P Stronger strategy
Market presence
141112 Source: Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited. O] @ @ @
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Wave research structure

ESM
ITSM core (25%) ESM (25%)
HR || Facilities
Request etc
Incident
d
Change Asset 3@ party

Platform & portal (30%)

EIM (analytics, knowledge, data governance etc) (10%)

Platform admin & integration (10%)

o
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ESM Conceptual Architecture

Persona

y Service accessibility 0

DE Demand

y Service fulfillment consistency, Agaregation Poral cferinge)
speed, and transparency o 2 o

Identity and entitlement
management

y Flexible service configuration

Integration

Brokering workflow

| API API

-

fulfillment | fulfillment | fulfillment Other

channel channel channel

A Strategic digital services _
o Supply

A Workflow-based services

A External services

yCore IT service management

ester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.
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What we learned

yESM is an organic, bottom-up,
emergent market

YESM is a fast moving space,
with much innovation. It is not
Acommodi ty. o

https://www.flickr.com/photos/sincorcare/8053764304, commercial use permitted



https://www.flickr.com/photos/sincorcare/8053764304

What we learned (2)

y Low/no-code suites are getting strong

A ServiceNow is covered in our relevant low-code Wave and
presents well against Appian, Mendix et al.

A All have some level of general-purpose capabilities

Figure 4: Forrester Wave™: Low-Code Development Platforms For AD&D
Pros, Q417

y CIO positioning is a strength and a weakness
ANever framed as a Arogumpootrafish@Acoado sy
A But challenges in selling to rest of C-Suite

y Product strategies are evolving
A Focus on platform? | \

A Focus on non-IT modules?

A Focus on re-usable workflows?
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Advanced analytics and agents (CogOps)

Request Available services Portals with chatbots
hidden. Mis-routing,  reduce friction, left
lack of value shift support to Tier O
realization (automated)

Incident Lack of learning Incidents routed to
Mis-routing best resolution faster

Change Subjective and static Dynamic change risk
change risk assessment.
assessment

Specific value varies by process area
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As ITSM Expands Into ESM, It Encroaches On BPM

And low/no
code PaaS

more generally




