
Benefi ts

 ∞ A 100% web-based solution 
that does not require additional 
maintenance fees and ensures they 
are always on the current version 
without enduring an upgrade 
project.

 ∞ Improved management of external 
vendors and service providers 
including SLA tracking and 
reporting

 ∞ A fully integrated self-service portal 
that is easy for their internal and 
external customers to use

 ∞ A populated knowledge database 
for analysts and end users to query 
for solutions and rapidly solve 
issues

 ∞ A complete Service Catalog to 
manage and make requests for 
services

 ∞ Signifi cant savings and lower total 
cost of ownership

Solution

Replace legacy on-premise 
application with 100% web-based 
solution that is delivered out-of-the-
box with ITIL workfl ows and a self-
service portal.

Challenge

Remove costly, time intensive 
upgrades while easily extending self-
service capabilities and adopting ITIL 
best practices.

Improving self-service and knowledge management 

capabilities while eliminating process consulting needs 

Customer Overview

Large fi nancial group that provides diversifi ed fi nancial services to emerging, 
growth and established technology companies. Headquartered in the United 
States, the company serves clients worldwide and IT supports over 2000 users 
globally.

Customer Challenge

The fi nancial group was actively using an outdated version of BMC Remedy that 
was no longer supported by the vendor and was facing a forklift upgrade. The 
upgrade project would have required a complete reimplementation of BMC 
Remedy incurring weeks of billable process consulting. In addition, there was 
no path to ITIL supported by Remedy outside of additional consulting. Due to its 
on-premise model, the solution was not easily extendable to external vendors. 
They recognized the need for an intuitive self-service portal with accompanying 
knowledge management database for users to proactively resolve their own 
issues where appropriate.

The Solution

During the evaluation process, the company discovered the benefi ts of 
transitioning from on-premise to SaaS in order to meet their goals and have 
a solution in place that would scale with their growth while allowing them to 
implement additional processes and capabilities when they were ready. A total 
cost of ownership analysis allowed them to conclude that 3 years subscription 
with Nimsoft Service Desk was the same cost as a one-time upgrade of their 
BMC Remedy application. In addition, they removed their dependency on 
external consultants, and additional costs, by taking advantage of out-of-the-
box ITIL workfl ows delivered in Nimsoft Service Desk upon implementation. 
This provided them with the foundation to chart their course to becoming an 
‘ITIL shop’.

Out-of-the-box ITIL Best Practices Workfl ows

Since Nimsoft Service Desk is delivered with pre-confi gured ITIL-based 
workfl ows, the fi nancial group drastically reduced their implementation time 
from several months to just one month. They were also able to accelerate their 
adoption of ITIL best practices by taking advantage of the action-based auto 
routing within Nimsoft Service Desk to ensure ITIL processes were adhered to 
even if their staff  were not offi  cially certifi ed. Process consulting needs were 
eliminated due to the ease of use for their team to setup workfl ows based on 
their unique business rules.
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Nimsoft Case Study

Easy to Use Self-Service Portal with Complete 

Service Catalog

The easy to use, Self-Service portal in Nimsoft Service Desk is 
now being accessed by all end users supported. Both analysts 
and end users now have a complete knowledge database 
to query from to quickly resolve issues. A complete Service 
Catalog module was also included upon implementation 
which enables them to leverage the routing capabilities, 
approvals, service-level management and other features 
within the application necessary to fulfi ll a request.

Easy to Extend to External Vendors and 

Service Providers

The company is now eff ectively managing external service 
providers through the Service Level Agreement (SLA) module 
within Nimsoft Service Desk. This provides them with the 
ability to defi ne service targets and thresholds to eff ectively 
manage service level objectives and ensure the highest level 
of customer satisfaction is achieved.
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About Nimsoft

Nimsoft is a global leader in IT Management-as-a-Service. The company’s lightweight ITMaaS solutions make it easy for enterprises 
and service providers to implement comprehensive, adaptable monitoring and service desk capabilities essential for managing 
today’s dynamic computing environments. Learn more at www.nimsoft.com.


