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Small companies or departmental help desks using low-end point products can benefit from using ITAM data 
at the help desk, but lower-volume help desks may easily gain this benefit using two agent desktops without 
paying the initial and maintenance costs of integration. 
 
Giga’s Total Economic Impact™ (TEI) model allows companies to evaluate projects on the basis of 
incremental costs, anticipated benefits, gained flexibility and risks associated with all of these to determine 
the full business impact of an initiative (see Planning Assumption, Return on Investment Methodology for 
Evaluating E-Business Infrastructure, Chip Gliedman). As a result, TEI is a useful methodology to help 
companies evaluate and select the best possible approach for integrating ITAM with the help desk. The 
sections that follow will define the benefit, cost, risk and flexibility factors to consider when evaluating 
options for a planned help desk and ITAM integration project. 
 
Benefits 
The benefits of integrating IT asset management software with help desk software are centered on increasing 
agent productivity. Reduced incident handling time is the most obvious benefit, since agents have all of the 
information about the employee’s desktop hardware, software and peripherals at their fingertips without 
playing “20 questions” to determine what configuration is in place. 
 
The amount of time saved on incident handling depends on which product features are in place and how 
tightly the pieces are integrated. For example, integrated help desk/asset management vendors often include 
e-support features such a remote diagnostics, remote control and/or auto-discovery, each streamlining the 
problem resolution process for agents. 
 
The starting point for computing savings from decreased resolution time is the breakdown of incidents by 
failing component/resolution — best practice reporting that should be in place at every help desk operation 
(see IdeaByte, Estimating Help Desk Staffing: Beyond Industry Ratios, John Ragsdale). Using this 
information, determine the average number of incidents per month requiring agents to ascertain employee 
desktop asset information and the average time spent on these calls. Assume 5 percent to 10 percent time 
savings by having current asset information available for the agents, and an even higher reduction in 
resolution time if asset management is used in conjunction with e-support tools. Asset management with full 
auto-discovery (to see any updates to asset information since the last build of the asset database) and remote 
control (allowing agents to take control of an employee desktop to check and update settings) can reduce 
resolution time on desktop problems by as much as 30 percent to 40 percent. For the projected monthly cost 
savings, figure the projected time savings for one month, and multiple that by the average agent cost per 
minute (see IdeaByte, Key Metric for Support ROI: Average Agent Cost Per Minute, John Ragsdale). 

 
The example in Table 1 assumes the following: 
 

• = Level one resolves an average of 5,000 incidents each month. 

• = Forty-five percent of these require walking the customer though determining current asset 
information. 

• = The average resolution time for these incidents is 15 minutes. 

• = Time savings on each incident is assumed to be 10 percent using integrated asset tracking. 

• = Average level-one agent cost per minute is $0.70. 
 
After determining the potential benefit amount derived from increased productivity, companies must also 
think through how this benefit will be explicitly translated to the bottom line. Will the increased productivity 
allow you to reduce the number of headcount? Will this eliminate the need to hire more staff as demand 
grows? Tying the benefit to the actual bottom line is a primary issue when developing the post-
implementation success metrics, and companies should think this through during the initial business case 
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creation. Thinking through this process is critical, since there may be circumstances preventing the ultimate 
realization of the benefit, such as a union contract preventing staff reduction. 
 
Table 1: Cost Savings for Reduced Resolution Time 

Calculation Formula Amount 

Number of monthly incidents requiring 
update/change to settings 5,000 x 45% 2,250 incidents 

Total resolution time for these incidents 2,250 x 15 33,750 minutes 

Time savings using remote control 33,750 x 10% 3,375 minutes 

Cost savings for reduced agent time 3,375 x $0.70 $2,363 

Source: Giga Information Group 
 
Further benefits of ITAM/help desk integration include automatic, proactive notification based on assets and 
license enforcement. Similar to proactive notifications using help desk and network management integration 
(see IdeaByte, Streamlining Help Desk Operations With Network Management Integration, John Ragsdale), 
when a problem is found with a specific hardware component or software module, having asset management 
data integrated with a help desk system offers a variety of options depending on the severity of the issue: 
 

• = Help desk incidents can be automatically created for every employee using the asset, so an upgrade 
or fix can be scheduled for installation. To calculate the value of this benefit, review change 
management projects related to asset replacements or upgrades during the last year and work with 
participants to determine the amount of time spent manually identifying impacted employees and 
creating incidents for each.  

 
• = The help desk software can send an e-mail to each employee using the asset with a link to download 

a fix, if the fix install is easy for employees to handle on their own. In this way, a record is kept in 
the employee history, so if an employee calls with a problem performing the upgrade, the agent will 
see what the employee was instructed to do. Value equation: incremental time saved via automated 
e-mail creation multiplied by number of e-mail notifications.  

 
• = Having complete asset information tagged to each help desk incident allows granular reporting on 

root-cause analysis and failure rates for different assets and asset types. This comes in handy when it 
is time to purchase new equipment or extend equipment leases, since decisions can be based on, for 
example, which desktop model produces the fewest hardware failures. 

 
• = From an ITAM perspective, help desk agents can improve the quality of the ITAM data in a 

centralized repository with a bidirectional ITAM system in place. Agents can update the automated 
discovery with any IMAC work they have performed. Auto-discovery schedules are often conducted 
on a biweekly/monthly period, so over time there is an increasing inaccuracy between the database 
and real asset inventory. Allowing the help desk to update the ITAM repository with any changes 
allows this problem to be reduced and to improve quality, increasing accuracy of decision-making. 

 
Risks 
There are, of course, risk factors that can impact the realization of these benefits, including: 
 

• = Level of integration — To receive maximum benefits, IT personnel need access to current asset 
information at all times. Pre-integrated suites offer a real-time view of assets, as well as auto-
discovery capabilities, but looser integrations may update asset information viewed by help desk 
agents infrequently, which not only means that help desk technicians are basing decisions and 
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recommendations on outdated information, but also that agent adoption of the tools may drop off if 
the data is frequently incorrect. 

• = Employee training — Expecting help desk agents, as well as any other employees given access to 
the ITAM products, to begin leveraging the asset data requires training, monitoring and ongoing 
coaching. This often overlooked or underplayed aspect of the rollout can significantly reduce the 
benefit of a project. 

• = Metrics tracking/reports — A wealth of data is available for ensuring maintenance contracts cover 
only existing equipment and licenses, for example, but the system does not proactively do this for 
you. Reports must be created and resources dedicated to reviewing information to identify trends. 

 
These risk factors are typically incorporated into the TEI analysis by applying ranges (e.g., high, low, most 
likely) to inputs to the benefits component of the model. A triangulation algorithm, or other mechanism 
preferred by the client, is then used to determine the risk-adjusted level of benefits to be used in the business 
case. This same approach is applied to costs and flexibility. 
 
Costs 
Costs associated with an ITAM/help desk integration are chiefly derived from: 
 

• = Hardware costs for new ITAM and help desk implementations 

• = Software costs for new ITAM and help desk applications  

• = The initial integration project to bridge ITAM and help desk 

• = Ongoing maintenance of the integration 

• = Some percentage of the ongoing salaries of the ITAM project team and the costs associated with the 
existence of an ITAM organizational structure. (Note that new capabilities implemented by this 
organization might be justified via additional downstream benefits.) 

• = Agent training 
 
While other costs, such as software implementation and customization, should be factored into TEI 
calculations to justify the cost of help desk software and asset management software, the focus of this 
Planning Assumption is the integration of these two separate products, so areas such as customization, which 
do not specifically pertain to ITAM/help desk integration, will not be included. 
 
Hardware Costs 
Hardware costs are highly dependent on degree of centralization or decentralization, as well as product 
selection. A single, master database is preferred, though multiple application servers may be required for 
enterprise implementations. If a single vendor is used, a single database server may also be possible. 
 
For help desk and ITAM software, estimate one database server and one application server per 1,000 users. 
Estimate $250,000 per database server and $100,000 per application server. Note that some ITAM products 
provide a database, or allow customers to use an existing database, so no additional database expenses would 
be accrued. When compiling costs, check with prospective vendors for all hardware and software 
requirements.  
 
In many cases, companies already have ITAM in place and are looking for help desk software to leverage 
ITAM content. Conversely, a company with a fully implemented help desk may be interested in adding 
ITAM to the mix. It is also possible that a company has both ITAM and help desk software in place that 
meets its needs and is interested in bridging the two existing implementations. If both systems already exist, 
there would be no incremental hardware costs for the integration project. 
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Software Costs 
As with hardware costs, companies with an existing help desk package and/or asset management software 
need only calculate the costs of integrating the two, not software acquisition costs.  

 
The cost of ITAM software depends on the type of implementation required (see Planning Assumption, 
Market Overview: IT Asset Management, Robert McNeill). Inventory/asset tracking ITAM software is less 
costly than IT asset portfolio management products but does not provide less flexibility benefits for other 
business uses. Generally, ITAM pricing is per asset rather than per named user, since there is only a weak 
correlation between size of organization and number of assets that require management.  
 
Table 2 gives average cost ranges for products in each category. Note that prices are list; therefore, ask the 
vendor about any volume discounts applicable to your purchase. 
 
Table 2: IT Asset Management Software Costs 

Category Example Vendors Average Cost 

IT asset portfolio 
management Peregrine, Maincontrol, CA/Intraware $35-$55 per asset 

 
IT asset tracking Tangram, Tally, Centennial $15-$25 per asset 

Source: Giga Information Group 
 
One of the most complicated areas would be where there are two IT asset management products within one 
IT asset management system, one that deals with inventory and configuration and one that supports the 
contractual and financial data on the organization’s assets. Organizations that require both inventory and also 
contract and financial information should look to one vendor that can provide both, such as Peregrine, CA 
and Tangram Enterprise Solutions.  
 
The cost of help desk software depends on the category of software selected, either enterprise help desk or 
customer relationship management (CRM), midmarket or “off-the-shelf” packages (see Planning 
Assumption, Market Overview: Customer Focus and Self-Service Options Drive Evolution of Help Desk 
Software, and IdeaByte, Trade-offs Involved When Selecting Off-the-Shelf Software for Customer Support 
or Help Desk, John Ragsdale). 
 
Table 3 gives average cost ranges for help desk products in each category. Note that prices are list and do not 
include discount for volume purchases. Help desk products may include different prices for named user 
licenses, for agents and help desk management, and group or unnamed licenses for employees performing 
Web self-service. Costs listed are for concurrent, named user licenses. Check with individual vendors for 
pricing strategies for customer self-service. 
 
Table 3: Help Desk Software Costs 

Category Example Vendors Average Cost 
Enterprise help 
desk 

Computer Associates, Peregrine, 
Magic Solutions/Network Associates $1,500-$3,000 per named user 

Enterprise CRM PeopleSoft, Siebel, Clarify $3,000-$5,000 per named user 

Midmarket Footprints/Unipress, Heat/Goldmine $750-$1,000 per named user 

Off the shelf House on the Hill, Kemma Software, 
Blue Ocean $100-$500 per named user 

Source: Giga Information Group 
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Integration Costs 
Because there are multiple approaches to integrating help desk and ITAM, the costs associated with the 
project will depend on the integration approach selection. 
 
Enterprise help desk vendors sell pre-integrated help desk and ITAM software, so no additional integration 
costs exist to tie the products together, though the out-of-box integration may require customization 
depending on the company’s required business processes. Increasingly, midmarket help desk vendors offer a 
pre-integrated partner product for asset management, such as Footprints reselling inventory functionality 
from Centennial. Reseller agreements generally include the cost of integration in the purchase price, or have a 
separate price list item for the packaged integration costs. 
 
To bridge applications with no prepackaged integration, either the products must be linked through custom 
integration code, or a middleware component can be used that offers filters to both products. Depending on 
the level of integration desired, ranging from real-time asset data checking to periodic batch loads to synch 
asset data, and the complexity of both implementations (most likely higher for enterprise implementations), a 
custom integration project can take five days to four weeks, with an average consulting cost of $3,000 to 
$5,000 per day for a systems integration (SI) or vendor professional services consultant to perform the work. 
 
Middleware, such as iWave Integrator from NEON Systems, offers prebuilt filters for common help desk, 
network systems management and asset management software packages, eliminating the need for custom 
code to tie the two together. For example, iWave offers connectors to Microsoft  Operations Manager, HP 
OpenView and CA Unicenter for network monitoring, Microsoft’s SMS, Intel  LAN Desk and Peregrine 
Asset Center for asset tracking and PeopleSoft, Remedy, Clarify , Siebel and Lotus Notes for help desk 
software. The cost for this middleware piece means a higher upfront investment, but the filters will be 
updated with each release of software as part of the maintenance agreement, so no custom integration code 
must be reworked for each major upgrade. 
 
Maintenance Costs 
The primary maintenance costs for integrating ITAM and help desk is the upkeep of the integration code 
itself, which as mentioned previously may require some rework when either the help desk software or the 
asset management software is upgraded with a major release. Most enterprise software vendors ship one 
major upgrade per year, and one or two minor patch upgrades per year should also be assumed, though these 
minor upgrades should rarely impact the integration code. 
 
Testing, verifying and tweaking ITAM/help desk integration will add three to five days to the upgrade project 
for custom integration code or one to two days for a middleware product. These numbers will be higher if either 
vendor makes a significant architectural shift, such as migrating from client/server to a Web thin client. 
 
It should be noted that asset management and help desk software have additional maintenance costs not 
related to their integrated use. The ongoing maintenance costs are affected by the size of the implementation 
and degree of customization. 
 
Training 
Training employees on how to best use the integrated data will leverage the integration work to achieve 
maximum results. If employees are being trained to use a new help desk system and/or asset management 
system, teaching agents how to use the integrated data from a single application should not add to training 
time or complexity, since asset checking would be part of the normal flow of incident creation and resolution.
 
For large, enterprise help desks, consider a quality monitoring product, such as eQuality from Witness 
Systems, to ensure agents are using the capabilities of the integrated ITAM application to its full potential 
(see IdeaByte, Will Thin-Client CRM Apps Impact Productivity? Witness Systems to the Rescue, John 
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Ragsdale). Otherwise, schedule senior techs or help desk managers to periodically sit with agents to observe 
their usage and offer coaching to ensure maximum benefits. 
 
If existing systems are being used and the only training necessary is to illustrate how to leverage a new 
integration, assume training costs of one hour per agent off the phone, with one day of training preparation by 
the asset administrator and/or help desk management. 
 
ITAM Human and Organizational Costs 
To be successful the ITAM implementation requires a champion to officially delineate the function from 
other systems and highlight the benefits of ITAM to the help desk as well as any other IT operations. The 
number and type of personnel needed to support an asset management initiative varies by organizations’ 
overall objectives for the asset management program and its business use. For an ITAM program that 
provides inventory data to other IT operations, organizational structures start with a single, asset manager 
function (usually under finance or IT).  
 
Asset managers’ salaries vary greatly. Salaries typically range from $40,000 to $90,000, depending on 
responsibility and project scope. Senior asset managers in large organizations with a staff of seven to 15 
reports and several years of experience generally earn $75,000 to $95,000. Dedicated line-level managers 
with five to seven years of experience earn between $60,000 and $80,000, and dedicated asset management 
technicians or staff with two to four years of experience may earn $45,000 to $65,000. 
 
Risks 
Risk factors that could impact the costs of this project include: 
 

• = A significant architectural shift by one or both vendors could require considerable rework of the help 
desk/asset management integration. To help mitigate this risk, spend time during product evaluations 
with the vendor’s architects to understand current and road map projects that may impact 
architecture. 

• = Pre-integrated products from different vendors, bought as part of a reseller agreement, could stop 
being pre-integrated if the vendor partnership dissolves, commonly due to one vendor merging or 
being acquired. This could mean that future versions of the products will no longer be integrated 
automatically, forcing joint customers to pay for custom integration code or select a new help desk 
or asset management software product with a stronger integration story. For complex and/or 
strategic integrations, investigate the relationship between the vendors to determine if there are 
financial commitments to continue the relationship, and consider adding verbiage in the sales 
contract that the integration must be supported for a defined period of time. 

• = If using vendor-supplied integration to an existing product, costs may be higher if the product has 
been highly customized, requiring custom work over and above what is provided by the packaged 
integration piece. 

• = Integration costs for separate best-of-breed products prove more costly than expected. Be sure to 
check references before assuming any two products are easily integrated. 

• = Slow or limited adoption by help desk agents will definitely diminish the benefits realized; therefore, 
it is important to address any aversion to change by managing the change process: full training for 
agents, explanations of why this is being done and ongoing monitoring of how agents use the system 
to verify they are leveraging system capabilities. 

• = Costs of creating and maintaining accurate asset data may be higher than anticipated. IT asset 
management is a business process supported by one or more tools, not a tool supported by business 
processes. Organizations are strongly advised not to fall prey to the naïve expectation of relying on 
automated discovery software for ITAM repository accuracy. While the number of organizations 
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that perform IT asset inventory has been growing steadily, Giga estimates that well under 50 percent 
of organizations have very accurate data (see IdeaByte, Inventory and Auto-Discovery Are Not 
Equal, Norbert Kriebel). Inventory accuracy depends on how well an organization’s ITAM practices 
capture all three data types. Many users confuse inventory practices with auto-discovery 
technologies (see Planning Assumption, Market Overview: IT Asset Management, Robert McNeill).

• = Implementation and maintenance costs may be higher than anticipated if key project owners leave 
the company or are reassigned to other projects. Many ITAM implementations fail when the internal 
ITAM champion moves on to a new project, since process documentation does not often exist to 
allow for effective transitioning. Therefore, organizations should document ITAM processes that 
exist to allow effective handover of the asset management system to new employees who will either 
manage or contribute to the ITAM system. For instance, consider mapping data flows to and from 
the ITAM system. 

• = Cost of maintenance and support for the products can increase dramatically if the vendor is acquired 
or ceases operation. Vendor viability has become an increased concern within the ITAM community 
as the general IT slowdown has put many stand-alone ITAM vendors under financial pressure, 
allowing systems management vendors to acquire best-of-breed ITAM tools. Organizations should 
analyze vendors on the basis of financial viability, product viability and competitiveness, technical 
viability, customer base and business partners to understand this risk and potential cost in more 
detail. 

 
Flexibility 
Flexibility is a benefit that takes a second investment to realize at some point in the future. Realization of the 
benefit is not expected as a direct outcome of the initial investment and may happen in the future (typically 
more than one budget cycle away). The TEI model factors in the flexibility that investment in an ITAM 
solution can also provide, so IT can plan for and implement future applications of ITAM data from the initial 
investment decision in ITAM. ITAM systems can support a wide variety of projects and ongoing business 
uses; however, the temptation is great to try to put the majority of the ITAM infrastructure in place first, 
which can lengthen project timelines. IT organizations must develop a phased implementation approach for 
their ITAM strategy to target the business needs of specific end users. If organizations decide to develop a 
monolithic ITAM system without sufficient needs analysis, planning and communication, there is a risk of 
increasing end-user frustration as departments wait for ITAM implementations or find that the “intermediate” 
milestones are of little value when compared to the expectations previously set. 
 
Some flexibility factors that can be realized from further investment in an ITAM solution include: lease end, 
software recycling and compliance, warranty tracking and improved IMAC dispatch to solution rates (see 
IdeaByte, At Risk of Being Outsourced? Tackle IT Asset Management’s Low-Hanging Fruits, Robert 
McNeill). To elaborate: 
 

• = Software distribution — Organizations can benefit from lower software distribution costs when they 
use accurate inventory information. Having correctly configured asset targets can dramatically 
improve software distribution success on the first attempt. Knowledge of hardware inventory is 
especially useful when new operating systems or applications require minimum RAM or memory to 
support software. This can reduce the number of unsuccessful attempts, desk-side visits and manual 
software distribution exercises.  

• = Lease end — This benefit allows you to avoid month-to-month lease payments after the initial lease 
schedule has expired. By finding the asset and then returning it in its original configuration, the 
month-to-month lease payments and possible penalties can be avoided. Leasing organizations are 
loath to see effective ITAM in the end-user organization since this inefficiency is a source of income 
for them. Additionally, many leases contain “auto-renewal” clauses that renew the lease at the old 
terms, conditions and prices — even though hardware prices have continued to fall as hardware 
performance improves. These auto-renewal clauses will often kick in unless you give the leasing 
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company written notice within the time period specified in the leasing contract. Auto-renewal of 
leases can cost your organization as much as 40 percent more than is necessary because it will 
prevent you from negotiating better terms to take advantage of the price/performance curve in 
hardware.  

• = Software recycling and compliance — This benefit applies mostly to large organizations that buy 
software through a master license agreement (MLA) of some sort and that tend to apply a standard 
image to new PCs as they are acquired. The MLA approach will allow the organization to update the 
new number of users on a periodic basis with the software vendor. This means that organizations do 
not have to audit all of their devices for licenses, which tends to be too labor-intensive and cannot be 
100 percent reconciled. Organizations can concentrate their efforts on scanning devices that are sent 
for disposition in order to reclaim active licenses that produce immediate cost savings. The 
organization can then use the MLA to cancel some of the costs associated with ordering new licenses 
through the reuse of existing licenses and making sure that good software is not being thrown out. 
Additionally, by understanding exactly how many licenses are actually installed, companies can often 
qualify for higher discount levels than may have previously been possible, which offers additional 
savings for each license installed in the enterprise. An IT asset management solution can help 
improve your organization’s efforts to enforce compliance (see Planning Assumption, Software 
Compliance Should Be Driven by IT Asset Management, Not Antipiracy Bodies, Robert McNeill). 
Furthermore, pirated software is not only illegal, it is also often poorly written and may destabilize a 
system or systems. 

• = Warranty tracking — Organizations can benefit from not paying twice on warranty, for instance, if 
the asset is included in a maintenance contract while it is under warranty. Auto discovery tools will 
help companies track any enhancements or modifications to devices that may invalidate warranties, 
resulting in additional repair costs. 

• = Improved IMAC dispatch-to-solution rates — Organizations can benefit from reducing the number of 
trips a technician has to make if there is previous knowledge of the assets’ hardware and software 
configuration for the planned install, move, add or change. If the right part is on hand, the time to fix 
the problem is reduced (client is satisfied), the cost of the call is reduced (salary of technician, car 
cost, depreciation, insurance, maintenance) and travel cost (mileage, gasoline, tolls, etc.) goes down. 
An organization will save money by not having the wrong inventory of machines/parts, by keeping 
that inventory small and turning it over quickly and by having the right part available to fix the 
problem, thus being able to cut the number of repeat visits for the same problem. What this means is 
that the overall cost of service goes down. The application of asset management allows an 
organization to reduce the cost of carrying inventory, storing it, insuring it, transporting it, order/ 
reordering it and repairing it goes down. Furthermore, the organization can use asset management 
tools to prove that any project (e.g., a planned upgrade) has indeed been delivered to the end user at 
each stage of the project plan, with the customer being able to accept or reject progress reports and 
invoices for both goods and services. 

 
While there is no generic calculation to be used to figure the monetary value to an organization of the 
incremental flexibility of ITAM/help desk integration, each of these can impact the bottom line by 
streamlining operations, reduce business risk from compliance or provide demonstrable business benefit.  
 
Risks 
ITAM data collected through the current ITAM solution may not be suitable for other applications of ITAM 
data, for instance, lease end. A word of warning: Not all IT asset management solutions support both strategic 
and tactical operations. The majority of software packages marketed as asset management solutions provide 
the information for tactical improvements at best. As a result, a needs analysis becomes more important as 
ITAM products have a tendency either not to be used to their fullest extent, rendering a dismal ROI, or they 
simply become shelfware. Organizations are advised to ensure proper alignment by performing a needs 
analysis before proceeding to vendor or tool evaluation (see Planning Assumption, IT Asset Management — 
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Start With a Needs Analysis, Brett Husselbaugh).  
 
Aiming too high, both in terms of the ITAM implementation type and the organization type, can easily 
backfire and jeopardize the entire project. This almost always results in a review of the system and often in an 
unnecessary project reevaluation that may or may not be useful for providing ongoing relevancy of ITAM 
existence. It is essential when establishing an IT asset management system to find a champion and construct 
an organizational structure to support the ITAM system in order to assign responsibility and accountability, 
most often to existing employees, for the processes that will feed and support the implementation. If the 
integrity of the processes cannot be sustained, then neither can the ITAM implementation. Organizational 
structures should not be fixed, but should be expanded as users’ and supporters’ expectations are met and 
confidence in the ITAM implementation grows. It is better to initially aim for a simpler implementation type 
and simpler organization type than you will eventually require, so that you can build credibility, support and a
reputation of success.  
 
Having accomplished that, executives and upper management will be more committed to the ITAM 
implementation and you will be much better positioned to propose expansions.  
 
Example TEI for Company ABC 
This section will show sample calculations for Company ABC, a midmarket manufacturing company with an 
existing help desk system. Company ABC is interested in adding integrated ITAM to the help desk. Table 4, 
Three-Year TEI for ITAM/Help Desk Integration, at the end of this document, shows a sample TEI 
calculation for Company ABC’s environment. Assumptions made include: 
 

• = A midmarket help desk product was successfully implemented last year. 

• = Company ABC has 1,000 employees and plans to track 4,000 total assets. 

• = The help desk software has documented Extensible Markup Language (XML) APIs allowing 
straightforward integration. 

• = A midmarket ITAM solution was selected, which also offers a full API set for integration. 

• = The integration is to be completed by consultants from the ITAM vendor in 10 days, using a 
prepackaged integration for the help desk software in place. 

• = There are eight level-one help desk agents, currently with a 70 percent first call resolution rate. 

• = There are four level-two help desk agents who handle complex issues, with a 50 percent closure rate; 
remaining incidents escalated for desk-side visit. 

• = Two senior technicians perform desk-side visits. 

• = Help desk incident cost averages $25 for level one, $40 for level two, $80 for desk-side visits. 

• = The help desk opens an average of 1,600 desktop-related incidents per month. 
 
In this example, Company ABC will receive a positive return on its investment within the second year, due 
primarily to the following factors: 
 

• = ABC had an existing help desk product in place that it was happy with, and the help desk package 
provided a strong set of documented APIs to have a help desk system in place that enabled a 
straightforward integration. 

• = The ITAM vendor selected offered a pre-integration to the help desk system in place, meaning 
integration costs were fairly low since no custom work was required. Note that an additional risk 
amount was factored in due to possible integration overruns from customization of existing help 
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desk software. Unless you select a suite vendor, or select partnering ITAM and help desk vendors, 
integrations costs will be higher. 

• = The help desk received excellent productivity improvements by adding integrated ITAM data to its 
environment, indicating no or limited ITAM data had been available prior to this project. Help desks 
with ITAM data currently available, though not integrated into a single agent desktop, would also 
see productivity improvements, but probably less dramatic improvements. 

 
As a midsize company, ABC’s 1,000 employees and 14 help desk agents received sufficient benefits to offset 
the costs associated with acquiring and integrating ITAM into the existing help desk environment. Had ABC 
purchased an enterprise suite of help desk and ITAM instead, the implementation time and expense would 
have been considerably more, making it difficult to receive a positive ROI. Similarly, if ABC had chosen to 
bring in a low-end ITAM product and not integrate it to its existing help desk product, the costs would be 
lower, but the benefits received would have been negligible. 

   
 Alternative View 

The position that the return on integrating help desk and asset management systems will depend on the size of 
the organization and expected integration costs, with large enterprises gaining the largest benefit by using a 
pre-integrated suites, midsize companies by leveraging packaged integration or a best-of-breed approach with 
a middleware link and smaller companies by relying on loose integration between help desk and ITAM, is 
based on the following assumptions: 
 

• = High-end products that meet large enterprise needs are so complex that tightly integrating an 
enterprise help desk package from one vendor with an enterprise ITAM package from another 
vendor would outweigh the benefits of that integration. 

• = While midsize companies can benefit from integration, the cost of replacing an existing help desk 
package to take advantage of an enterprise suite of ITAM/help desk would overwhelm the benefits 
of a single vendor solution. 

• = The benefits of integrating ITAM with help desk in smaller companies is generally insufficient to 
justify project costs. 

• = Companies are able to establish processes to capitalize on the benefits of help desk and asset 
management integration and have control of relevant assets. 

 
However, not all companies may be typical of their size. Depending on the industry and the specific 
environment, some small and midsize companies, such as networking companies and regional service 
providers, may find their requirements are complex enough, and the benefits to be realized from integrated 
ITAM and help desk high enough, to cost-justify a larger, more tightly integrated or pre-integrated suite. 
 
In addition, some companies may not be able to achieve all the benefits of integration, making investments 
less attractive. Enterprises that have outsourced some portion or all of their desktop hardware may not need to 
track the granular level of asset information included in enterprise-level products. Similarly, large companies 
that outsourced part or all of their help desks operation may not need more than basic asset tracking. 

   
 Findings  

Costs associated with an ITAM/help desk integration are chiefly derived from: 
 

• = Hardware and software costs for new ITAM and help desk implementations (unless the systems are 
already in place) 

• = Initial integration project to bridge ITAM and help desk 



 
The Total Economic Impact™ of Integrated IT Asset Management and Help Desk ♦  Robert McNeill and John Ragsdale 

 

 

 

 

 
Planning Assumption ♦  RPA-082002-00007 ♦  www.gigaweb.com 

© 2002 Giga Information Group, Inc.  

Page 12 of 14 

• = Ongoing maintenance of the integration 

• = Ongoing expense of the ITAM project team and ITAM organizational structure 

• = Agent training 
 

There are three approaches to leveraging ITAM for help desks, each with different costs and benefits: 
 

1. Direct, seamless integration, with a single agent desktop available for enterprise help desk and 
ITAM vendors and designed to meet the complex requirements of enterprise size and some 
midmarket companies 

2. Enterprise application integration (EAI)/middleware approach, also offering single agent desktop, most 
applicable for midmarket companies with existing best-of-breed products for help desk and ITAM 
whose requirements for the integration are not complex enough to justify a pre-integrated suite 

3. Dual application agent desktop with loose or no data integration, most applicable to small companies 
or departmental implementations 

 
The benefits of integrating asset tracking with help desk software are primarily increased agent productivity, 
for not only level-one agents, but also more senior agents and technicians performing desk-side visits. 
Reduced incident handling time and increased first call resolution rate should be anticipated, since agents 
have all of the information about the employee’s desktop hardware, software and peripherals at their 
fingertips. 
 
Having integrated ITAM and help desk in place offers flexibility for other areas of IT, as well as other 
positions in the company. Examples include more accurate and granular reporting on a company’s assets for 
executives, or streamlining the provisioning of equipment for new employees by human resources. 
 
Risk factors that could impact the costs of the project include: a significant architectural shift by one or both 
vendors, requiring rework of the help desk/asset management integration; pre-integrated products from 
different vendors, bought as part of a reseller agreement, could stop being pre-integrated if the vendor 
partnership dissolves; and integration costs for separate best-of-breed products prove more costly than 
expected, possibly due to missing or poorly documented APIs. 
 
Recommendations 
Don’t overbuy products. There is a wide array of ITAM products available, some offering capabilities beyond 
the requirements of the help desk. Avoid buying full infrastructure management unless other areas of the 
company are on board with the decision and will adopt and leverage the new system.  
 
Take time to understand what data is tracked and develop a set of reports or metrics to best leverage the new 
repository of data for contract renewals and product selection. Some marketing efforts may be required to sell 
the idea outside IT, and the time to do this is before implementing, not after. 
 
The level of integration between the help desk software and the ITAM software is a key to success, with the 
ideal being a seamless integration with all of the asset data made available on the agent desktop, incorporated 
into normal agent flows. Don’t expect agents to open tickets in one application and then go to another 
application to check asset information — it won’t happen. 
 
For large, enterprise help desks, consider a quality monitoring product, such as eQuality from Witness 
Systems, to ensure agents are actually using the capabilities of the integrated ITAM application to its full 
potential. Otherwise, schedule senior techs or help desk managers to periodically sit with agents to observe 
their usage and offer coaching to ensure maximum benefits. 
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If you are happy with your existing help desk product and would like to add ITAM to the mix, start by talking 
to your help desk vendor about asset products offered by the vendor directly or via partnerships. While there 
is no guarantee that partner vendors will remain partners, as an existing customer you may receive special 
pricing, and assumably the integration will be certified by the help desk vendor, saving time and money on 
the implementation and maintenance. 
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Table 4: Three-Year TEI for ITAM/Help Desk Integration 

Line Item Description Initial Year 1 
Amount 

Year 2 
Amount 

Year 3 
Amount 

Costs 
Hardware Application server for ITAM implementation $100,000 $2,000 $2,000 $2,000 

Software $15 for each of the 4,000 assets to be tracked, 18% 
maintenance charges for subsequent years $60,000 $10,800 $10,800 $10,800 

Implementation 
costs Five days of consulting at $3,000 per day $15,000 0 0 0 

Integration costs 
Packaged integration, $10,000, plus 10 days of consulting 
at $3,000 per day, 18% maintenance for the packaged 
integration for subsequent years 

$40,000 $1,800 $1,800 $1,800 

Maintenance 
costs 

One full-time system administrator for ITAM application 
and ongoing support of integration to help desk software; 
one part-time (20 hours per week) employee who build 
reports and provides training for new agents and ongoing 
mentoring. Assuming employee annual burdened cost of 
$90,000. 

0 $135,000 $135,000 $135,000 

Training costs 
Two days of vendor-supplied train the trainer at $3,000 a 
day, creating company-specific training materials for 
agents, $2,000 

$8,000 0 0 0 

Total costs $223,000 $149,600 $149,600 $149,600 
Benefits 
Productivity 
savings, level one 

Annual savings, 12 x $2,363 (See Table 1 for calculating 
savings of reduced incident handling time)  $28,358 $28,356 $28,356 

Productivity 
savings, level two 

Annual savings, 12 x $1,632 (Assumes 480 incidents 
per month averaging 20 minutes each, 20% time 
savings, at an agent cost of $0.85 per minute) 

 $19,584 $19,584 $19,584 

Productivity 
savings, desk-side 
visits 

Annual savings, 12 x $2,160 (Assumes 240 desk-side 
visits per month, averaging 45 minutes each, 20% time 
savings, at an agent cost of $1 per minute) 

 $25,920 $25,920 $25,920 

Increased first call 
resolution rate, 
level one 

Level-one first call resolution rate anticipated to increase 
from 70% to 80%, eliminating level-two cost on 160 
incidents per month ((160 x $40) x 12) 

 $76,800 $76,800 $76,800 

Increased first call 
resolution rate, 
level two 

Of the 20% of calls not resolved by level one, with 
updated asset information level-two plans to reduce by 
15 percent the number of incidents escalated for desk-
side visits (((1,600 x .20) x .15) x $80) x 12) 

 $48,080 $48,080 $48,080 

Total savings   $198,740 $198,740 $198,740 
Flexibility 

Lease end Year-over-year reduction in month-to-month lease 
payments and penalties for desktop hardware contracts 0 0 $40,000 $40,000 

Software 
compliance 

Reduction in year-over-year payments on master license 
agreements due to accurate asset information 0 0 $40,000 $40,000 

Improved IMAC 
dispatch to 
solution rates 

20% cut in desk-side visits at $80 a visit; 1,500 x $80 0 0 $120,000 $120,000 

Total savings from flexibility 
(Simplified version assuming all options implemented)  $200,000 $200,000 

ITAM/help desk integration cash flow by year ($223,000) $49,140 $249,140 $249,140 
Cumulative cash flow ($223,000) ($173,860) $75,280 $324,420 
NPV of cumulative cash flow  
(Note: Example results have not been risk adjusted) $196,821 

Source: Giga Information Group (return to text) 


