
MANAGING ITSM OPERATIONS

A Modern Solution from Diligent Global

Simplifying IT Complexity, Empowering Every User.

http://www.diligentglobal.com/


2

Founded in August 2010 with a focus on Management Accounting and Oil & Gas Accounting, Diligent Global has expanded its expertise across multiple sectors in both public and 

private domains. Over a decade, we've successfully navigated complex projects and diverse industry challenges, all while staying true to our core values of empathy and a laser 

focus on our clients' business goals. Our journey reflects growth, adaptation, and a commitment to forging lasting partnerships and achieving impactful results for our clients.

Diligent acquired their 
First Customer

Diligent became
SAP Implementation 

Partner

Diligent was identified as
‘Most Promising SAP 

Service Provider’

Diligent became 
System Integrator to 

provide all Technology 
Solutions

2010 2012 2016 2018 2021

Started US Operations:
2021

Our Journey
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200+
Projects Delivered

350+
Employees

10+
Country of
Operations

130+
Happy

Customers

20+
Accelerator

Implementations

CMM
Level 3

6
Managed
centers

of Excellences

Niche
Consulting
Across Segments

& Domains

Robust Delivery
Methodology

Delivered complex projects

Our Achievements
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Our Services

Transformation

• Finance 
Transformation

• Supply Chain 
Transformation

• Business and 
Technology 
Transformation

• HR Transformation

Digital
Services

• Digital Strategy and 
Transformation

• Insights and Data

• Digital Customer 
Experience

• Product Development

Technology
Solutions

• Infrastructure Services

• Application 
Development

• Application Managed 
Services

• Testing Services

Cloud
Services

• Cloud Strategy

• O365 Migration 
Services

• SAP Migrations to 
Cloud

• Implementing 
Software as-a-Service 
(SaaS)

Products

• DiliGenie, DiliVision, 
Donated Goods Retail 
(DGR)

Airlines Consumer 
Goods

Manufacturing Oil & Gas PharmaEngineering & 
Construction

RetailHealthcare Professional 
Services

Industries



5

Key Features of Our ITSM Solution

• Multi Channel

• IVR

• Email Template

• Self Service

Incident 
Management

Request 
Management

Change 
Management

Problem 
Management

Knowledge 
Base/ KEDB

Project 
Management

• Service Catalog

• Configurable 

Catalog items & 

forms

• Change 

Calendar

• Change 

Dependency

• End to End 

Visibility- Incident 

to Problem to 

Change

• Integrated with 

Incident 

Management

• Maintain 

Projects, 

Tasks, 

Allocations

• Configuration 

Dependency

• Configuration 

Lifecycle – EOL, 

EOS

Configuration 
Management
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Configurable and 

Scalable

Simple and intuitive interface 

for Issue Logging and Service 

Request Creation.

Real-time integration with Monitoring, 

Backup, Security. Timesheet, Project 

Management Tools

360-degree view of 

operations

Helps prioritize their dayEnd Users

Integrations

Admin & Maintenance Service Managers 

Service Engineers

Analytics
Comprehensive Dashboards 

for Operational KPIs

Value Proposition
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Integrations
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The Incident / Request Creation Methods

Self-Service Portal

Calling into Service Desk

Using Email Template

Self-Service Portal

Calling into 
Service Desk

Sending an email to 
Service Desk email ID

Automated IVR

Sending an email to 
Service Desk email ID

Our Modern ITSM Solution

Request 
CreationIncident 

Creation



End User Functionality
End User Dashboard Incident Creation Service Request Catalog

Ticket Flow Timeline & User Notes, Work 
Notes

OLA/SLA Track

CSAT All Tickets View
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End User Dashboard
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Incident Creation
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Service Request Catalog



13

Ticket Flow
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Timeline & User Notes, Work Notes
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OLA/SLA Track
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CSAT
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All Tickets View
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Engineer / Manager Dashboard



19

Service Desk / Admin Dashboard
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Approvals



Analytics 

Incident Analysis Service Request Analysis Major Incidents

Service Levels Problem Management Change Management
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Incident Analysis
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Service Request Analysis
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Major Incidents
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Service Levels
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Problem Management
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Change Management
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Project Management



Thank You

farhan.mubashir@diligentglobal.com

Karthick.sethu@diligentglobal.com

mailto:farhan.mubashir@diligentglobal.com
mailto:Karthick.sethu@diligentglobal.com
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Appendix
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Customer Profiles

Enterprises with 

In-house IT 

Operations

Enterprises

Supporting Core 

IT Operations

Managed Services 

Provider 

BYOT: Bring Your 

Own Tool

IT Product 

Organizations

Customer Service 

Desk and Support Tool 



32

Vision

Q1’2021
Manage Core ITSM 

Processes

Q3’2021
IT Service Dependency

Q2’2022
Artificial Intelligence for IT 

Operations (AIOps)
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Screenshots…
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Engineer / Manager Dashboard
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Service Desk / Admin Dashboard
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Configurable Service Request Forms
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Change Calendar
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Knowledge Base
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KEDB



40

Approvals
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Reports
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