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Executive Summary

In complex enterprise IT environments, specialization across teams

is vital—but fragmentation can undermine performance. This
whitepaper demonstrates how leveraging ITSM across all IT disciplines
creates a unified framework that standardizes processes, streamlines
communications and provides a holistic view of IT.

ITSM can deliver measurable value across each IT discipline by, for
example, enhancing DevOps agility with structured processes, streamlining
network operations through centralized data, empowering SecOps

with enforced security policies, improving database management with
visibility and control, optimizing ITAM for reduced costs and risks, and
strengthening infrastructure teams with proactive change coordination.
ITSM drives cross-team efficiency, reducing risk, lowering costs and
improving user satisfaction. All together, ITSM enables IT to operate as

a cohesive, strategic partner, delivering consistent high-quality services,
while advancing business priorities.
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Introduction

Multiple IT teams. Multiple workflows. Multiple processes. In today’s complicated
enterprise IT environments, specialization is essential—but fragmentation is costly.

As organizations grow, IT teams often operate independently, using disparate tools
and processes that hinder collaboration, visibility and performance. An ITSM framework
offers a strategic solution: standardizing workflows and processes, centralizing data,
and enabling seamless communication across IT disciplines, allowing IT Teams to work
as a cohesive whole. By helping to align IT operations with organizational goals, ITSM
can ensure that IT teams are working together to achieve better business outcomes.
This whitepaper makes the case that organizations who leverage ITSM across multiple
IT teams—from DevOps to Networking to ITAM—can increase value, boosting
productivity, mitigating risk, reducing costs and increasing user satisfaction.
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The Advantages of Leveraging ITSM Across Multiple

IT Disciplines

Standardization of Processes for Enhanced
User Satisfaction

ITSM can provide a structured framework that can
organize workflows and align IT activities across
IT disciplines. ITIL® -compliant ITSM products
streamline IT processes, improve visibility into
performance and metrics, support data-driven
decision-making, and foster collaboration across
IT teams and departments—ultimately leading to
enhanced user satisfaction.

Streamlined Communications for
Better Results

Issues and problems are often complex in IT,
requiring active participation by many IT teams
to resolve an issue. ITSM products can promote
streamlined communications and collaboration
among traditionally siloed IT functions, resulting
in cross-functional efficiency, less operational
friction and ensuring IT teams operate in concert
to meet organizational goals.

Increased Productivity for Improved
IT Performance

ITSM products significantly enhance productivity
across the IT landscape by centralizing
information, minimizing manual tasks and
automating workflows with or without Al. For
Al-capable ITSM products, you can generate
responses from knowledge bases, assess risks
and impacts, deliver analysis and insights, assist
resolvers, ultimately boosting overall productivity.

Holistic View of IT for Better Operations

ITSM products can provide IT teams with a
holistic view of operations across departments,

enabling faster issue resolution, stronger
collaboration, greater transparency and better
alignment of individual team goals with the
overall business needs. IT teams naturally operate
with overlapping processes, data and goals

and an ITSM solution can unify activities into

a cohesive, efficient system that drives better
alignment, productivity and user outcomes.
Replacing chaos with synergy.

Strengthened Change Management for
Less Risk, More Efficiency

Change is inevitable in IT and managing it
effectively is essential for operational success.
ITSM products can empower IT teams to
navigate change with confidence by facilitating
communication, enhancing visibility and enabling
rapid identification and mitigation of risks.
Standardized processes and workflows not only
improve efficiency but can build trust through
clear ownership and consistent execution.

Unified CMDB Management for Confident
Decision-Making

A CMDB (Configuration Management Database)
is foundational for a mature ITSM practice

and essential for IT success. In a modern ITSM
environment, different IT teams can effectively
manage distinct segments of the CMDB ensuring
that each slice remains accurate and relevant. This
collaborative, segmented approach promotes
data integrity while enhancing visibility across

the organization, leading to more informed
decision-making.
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The Benefits of ITSM by IT Discipline

DevOps

Often dubbed “"DevOps+" by industry insiders,
the integration of ITSM with development

tools unlocks a powerful synergy—enhancing
communication, coordination, and operational
efficiency across teams. By introducing structure,
ITSM helps reduce work while boosting
communications for both the service desk and
DevOps functions.

Frameworks like ITIL provide repeatable, scalable
processes that complement DevOps agility—
particularly in areas like change management,

incident management and problem management.

The ideal setup enables both teams to work
within their preferred platforms while seamlessly
sharing tasks and updates, ultimately improving
service delivery and customer satisfaction.

For example, with the ServiceTeam® ITSM
integration into Azure DevOps or Jira Software,
DevOps teams can initiate change requests
directly from their native environment—
eliminating the need to toggle between systems,
acquire additional licenses or skills. Likewise,
Service Desk agents can escalate problems into
DevOps workflows automatically, ensuring faster
resolution and tighter collaboration.

At their core, both ITSM and DevOps aim for
efficiency, agility, and customer-centric delivery.
ITSM brings the governance and repeatability
DevOps needs to scale, while DevOps injects
the speed and innovation ITSM needs to evolve.
Together, they form a modern, responsive IT
ecosystem built for continuous improvement.
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Networking

By embedding deeply within
ITSM products, Networking
operations can become

more resilient and efficient.
Networking teams can gain
access to structured processes
that support proactive
problem-solving, standardized
change control, and faster
incident resolution. Network
changes become traceable
and auditable, reducing the
risk of misconfigurations

and downtime. For example,
Networking teams often
operate as Tier 2 support,
receiving escalated tickets from
the service desk. ServiceTeam
ITSM allows for automated
ticketing from network events,
enriched with contextual data,
allowing agents and network
engineers to collaborate
seamlessly, resulting in
accelerated response times and
improved service quality.

Additionally, networking
environments are inherently
complex and data rich,
relying heavily on accurate,
real-time information about
devices, configurations, user
locations, and node status.
ServiceTeam ITSM helps
centralize and synchronize
this data—especially through
the integration with the
Microsoft Dataverse—making
it easier to identify impacted
services, correlate alerts, and
manage outages. Tickets

can be automatically routed
to the appropriate teams,
updated collaboratively, and
linked to broader service

announcements to prevent
duplicate efforts. Ultimately,
ITSM empowers networking and
service desk teams to deliver
customer-centric outcomes with
greater speed and precision.

Security

Cybersecurity threats evolve
rapidly and ITSM provides the
structured framework needed
to respond with equal agility.
ITSM can support SecOps by
automating incident logging
and escalation, triggering
remediation workflows,
enforcing security policies,
and managing incidents and
problems related to security
events. SecOps should be
deeply integrated into both
change management and asset
management processes—
proactively mitigating
vulnerabilities and ensuring
endpoints are continuously
identified and secured. A
robust ITSM solution should
seamlessly
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support and enable this level of
collaboration.

Through ServiceTeam ITSM'’s
capabilities, SecOps can be
empowered to be better.
Integrated with Microsoft
Defender, for example, security
alerts automatically generate
tickets, accelerating incident
response, escalations and
resolution. Workflows support
the enforcement of security
policies and maintain detailed
audit logs for compliance and
forensic analysis.

ServiceTeam ITSM Service
Mappings and the CMDB

also act as security anchors,
connecting configuration

items (Cls) to business services,
allowing SecOps to easily assess
the impact of vulnerabilities and
prioritize remediation based on
mission-critical services.
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Additionally, ITSM products are more than just
an operational tool, they are often a command
center for sensitive data. ServiceTeam ITSM
resides within Microsoft Azure—one of the most
secure cloud platforms globally—and within the
customer’s own tenant. This means that sensitive
data is never controlled by ServiceTeam, ensuring
full data sovereignty and compliance. Roles and
permissions also ensure data integrity and user
accountability while allowing read access to a
wider audience.

Integrating SecOps with ITSM—especially
through a secure, Power Platform-native
product like ServiceTeam ITSM—enables faster,
policy driven incident response, deeper asset
intelligence, and seamless collaboration across
teams.

Database Management

Database Management teams play a critical

role in maintaining the integrity, availability

and performance of enterprise data. ITSM can
provide a framework that brings order, visibility
and agility to database operations by leveraging
tried-and-true processes for incident, problem
and change management. This ensures that
database-related issues are logged, tracked,
and resolved efficiently, with full audit trails and
clear ownership. For example, ServiceTeam ITSM
ITIL-aligned processes like event management,
change management and incident management
can provide early warning of hardware or
database server failures. ServiceTeam's use

of CMDB enables database teams to map
configuration items (like servers, clusters, and
storage systems) to business services, helping
prioritize actions based on impact and criticality.
Together, these capabilities empower database
teams to operate with greater confidence, control
and strategic alignment.
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IT Asset Management

The integration of ITSM and ITAM unlocks

a higher level of operational excellence for

IT asset managers (and service agents too).

By centralizing asset data and automating
workflows, ITSM brings structure and visibility to
the entire asset lifecycle—enabling faster incident
resolution, more accurate inventory control, and
proactive decision-making and management of
technological resources. Following proven ITIL
process for ITAM ensures repeatable and scalable
processes for managing assets, contracts, and
compliance.

ServiceTeam ITSM's native integration with
ServiceTeam ITAM empowers both service desk
agents and asset managers with up-to-date and
accurate information. For example, when a critical
device fails, ServiceTeam ITSM allows the service
desk agent to instantly locate a replacement,
submit a change request, and track every step
with full audit trails—without needing direct
involvement from asset managers. Moreover,

the self-service portal empowers employees to
confirm assets, request approved equipment, and
report discrepancies, further improving inventory
accuracy.

At its core, ServiceTeam ITSM enables asset
managers to work smarter—leveraging
automated processes, centralized data, and
actionable insights to reduce risk, control costs,
and deliver greater value to the organization.
Together, ITSM and ITAM provide a support
asset management ecosystem built for efficiency,
compliance and continuous improvement (for
more information see ITSM & ITAM A Powerful
and Essential Combination).


https://www.provance.com/resource/itsm-itam-a-powerful-and-essential-combination/
https://www.provance.com/resource/itsm-itam-a-powerful-and-essential-combination/
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Infrastructure Management either existing or new change its Service Mapping capability
Infrastructure Management requests. This no‘t‘only improves allows infrastru;turg teams to
teams are constantly navigating operational stabll‘lt)./,.but it map configuration items—like
change, whether it's planned also enhan_ges visibility and servers, storage systems fand
upgrades, reactive fixes or accountability across teams. netvyork deylces—tp business
unexpected disruptions. For example, when a network services. This mapping helps
ITSM provides a blueprint changg is schgduled that prioritize remgdlatlgn efforts
that helps IT teams manage could impact infrastructure ba'sed on bu'smess‘ impact.
change proactively and components, ITSM enables With centralized visibility,
collaboratively. By leveraging early notlflcatlon, gross—team automated Wgrkflows, apd
ITIL-aligned processes such coordination, ar)dhlrr)p.act robqst compliance tracking,
as service configuration assessment—minimizing ServiceTeam ITSM empowers
downtime and surprises. infrastructure teams to operate

management, ITSM ensures
that infrastructure-related As an ITIL-aligned ITSM solution,
changes are logged against the ServiceTeam CMDB and

with greater agility, control and
strategic alignment.
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Conclusion

In today’s dynamic enterprise IT landscape, the need for specialization
must be balanced with the imperative for integration. ITSM provides a

unifying framework that empowers IT teams to collaborate effectively,
streamline operations, and deliver consistent, high-quality service.
Organizations that embrace ITSM across all IT disciplines position
themselves not only to reduce risk and improve productivity, but also
to elevate IT as a strategic partner in driving business success.
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