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1. Introduction and Background 

We are seeking a comprehensive service desk software solution to streamline our 

IT support processes, improve efficiency, and enhance user experience. The ideal 

solution should incorporate the latest technological advancements, including AI 

capabilities, while meeting our core functional and technical requirements. 

1.1 Project Objectives 

• Implement a modern, scalable service desk solution 

• Enhance support team efficiency through automation 

• Improve end-user experience and satisfaction 



• Reduce resolution times and support costs 

• Enable data-driven decision making 

• Ensure seamless integration with existing systems 

1.2 Current Environment 

[Organization to provide details about current systems, infrastructure, and 

processes] 

2. Technical Requirements 

2.1 System Architecture 

• Cloud-based, on-premises, or hybrid deployment options 

• Scalable architecture for growing user base 

• High availability and fault tolerance 

• Load balancing capabilities 

• Redundancy and failover options 

• Integration flexibility 

2.2 Security and Compliance 

• Data encryption at rest and in transit 

• Role-based access control (RBAC) 

• Compliance with industry standards (GDPR, HIPAA, ISO 27001) 

• Audit logging and monitoring 

• Authentication and authorization controls 

• Security incident management 

2.3 Integration Capabilities 

• RESTful API availability 

• Pre-built integrations with common enterprise tools 

• Single Sign-On (SSO) support 



• Directory services integration 

• Custom integration capabilities 

• API documentation and support 

2.4 Performance Requirements 

• Support for high concurrent user loads 

• Response time metrics 

• Scalability requirements 

• Resource utilization standards 

• Performance monitoring tools 

• Optimization capabilities 

2.5 Data Management 

• Backup and recovery procedures 

• Data retention policies 

• Archiving capabilities 

• Data migration tools 

• Database management 

• Storage optimization 

3. Core Functional Requirements 

3.1 Ticket Management 

Tip: A robust ticket management system forms the foundation of any service 

desk solution. Focus on automation capabilities, workflow flexibility, and the 

ability to handle complex routing scenarios while maintaining clear audit 

trails and SLA compliance. 

Requirement Sub-Requirement Y/N Notes 

Ticket Creation Automated creation from email   



 Automated creation from chat   

 Automated creation from phone   

 Automated creation from web portal   

Ticket Routing Intelligent routing rules   

 Assignment automation   

 Load balancing   

 Skills-based routing   

Priority Management Customizable priority levels   

 Automated priority assignment   

 Priority escalation rules   

SLA Management SLA tracking   

 Automated SLA alerts   

 SLA reporting   

 Customizable SLA rules   

3.2 Knowledge Management 

Tip: An effective knowledge management system should not only store 

information but make it easily discoverable, maintainable, and automatically 

suggested to both agents and users. Consider how the system learns from 

interactions and improves over time. 

Requirement Sub-Requirement Y/N Notes 

Content Management Article creation   

 Version control   

 Content approval workflow   



 Multimedia support   

Search Capabilities Full-text search   

 Advanced filtering   

 Tag-based search   

 Related content suggestions   

User Interface Self-service portal   

 Mobile accessibility   

 Customizable layouts   

Analytics Usage tracking   

 Content effectiveness   

 Search analytics   

3.3 Asset Management 

Tip: Asset management should provide real-time visibility into your IT 

infrastructure while automating discovery, tracking, and lifecycle 

management. Consider integration capabilities with existing inventory 

systems and automation tools. 

Requirement Sub-Requirement Y/N Notes 

Asset Tracking Hardware asset tracking   

 Software asset tracking   

 License management   

 Asset relationships   

Asset Assignment Employee assignment   

 Department allocation   



 Role-based assignment   

 Temporary assignments   

Monitoring Real-time health monitoring   

 Performance tracking   

 Usage analytics   

 Alert generation   

Lifecycle Management Procurement tracking   

 Maintenance scheduling   

 Warranty tracking   

 Retirement processing   

3.4 Reporting and Analytics 

Tip: A comprehensive reporting and analytics system should enable real-time 

visibility into service performance through customizable dashboards, 

automated report generation, and trend analysis capabilities, while 

supporting both operational and strategic decision-making. 

Requirement Sub-Requirement Y/N Notes 

Dashboard Management Real-time monitoring   

 Customizable widgets   

 Role-based views   

 Interactive visualizations   

Report Generation Scheduled reports   

 Custom report builder   

 Export capabilities   



 Report templates   

Performance Metrics SLA compliance tracking   

 Agent performance metrics   

 Team productivity analysis   

 Resolution time tracking   

Trend Analysis Historical comparisons   

 Pattern identification   

 Forecasting capabilities   

 Root cause analysis   

3.5 Multi-channel Support 

Tip: Modern service desks must provide seamless support across all 

communication channels while maintaining context and conversation history. 

Consider how the system unifies these channels into a single coherent interface 

for maximum efficiency. 

Requirement Sub-Requirement Y/N Notes 

Channel Integration Email support   

 Live chat   

 Phone integration   

 Social media   

 SMS support   

Interface Management Unified dashboard   

 Channel switching   

 Status synchronization   



 History preservation   

Routing Rules Channel-specific routing   

 Priority assignment   

 Load balancing   

 Skill-based routing   

3.6 Self-Service Portal 

Tip: The self-service portal should provide an intuitive user experience with 

easy access to knowledge resources, service catalogs, and request 

management tools, while incorporating AI-driven assistance and maintaining 

seamless integration with backend systems. 

Requirement Sub-Requirement Y/N Notes 

User Interface Customizable branding   

 Responsive design   

 Multi-language support   

 Accessibility compliance   

Service Catalog Request templates   

 Category management   

 Approval workflows   

 Item availability rules   

Knowledge Access Search functionality   

 Article recommendations   

 Feedback mechanisms   

 Related content links   



3.7 Integration Capabilities 

Tip: Integration capabilities must support seamless data flow between systems 

through standardized APIs, pre-built connectors, and customizable integration 

tools, while ensuring security and maintaining data integrity throughout all 

connected systems. 

Requirement Sub-Requirement Y/N Notes 

API Support RESTful API access   

 Authentication methods   

 Rate limiting   

 API documentation   

Pre-built Connectors ITSM tool integration   

 Email system integration   

 Directory services   

 Monitoring tools   

Custom Integration Webhook support   

 Data mapping tools   

 Integration templates   

 Error handling   

3.8 Mobile Support 

Tip: Mobile support functionality should deliver a consistent service experience 

across devices through native apps and responsive design, while maintaining 

full feature access and optimizing performance for various network conditions. 

Requirement Sub-Requirement Y/N Notes 

Mobile Access Native mobile apps   



 Responsive web design   

 Offline capabilities   

 Push notifications   

Feature Parity Ticket management   

 Knowledge access   

 Approval processing   

 Report viewing   

Security Mobile authentication   

 Data encryption   

 Remote wiping   

 Session management   

4. Advanced AI Capabilities 

4.1 AI-Powered Chatbots 

Tip: AI chatbots should provide natural, context-aware interactions while 

seamlessly escalating to human agents when needed. Focus on learning 

capabilities and integration with your knowledge base for continuous 

improvement and accuracy. 

Requirement Sub-Requirement Y/N Notes 

Conversational AI Natural language processing   

 Context awareness   

 Multi-language support   

 Intent recognition   

Integration Knowledge base integration   
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