
Your Data Driven Checklist 
Achieve great results through ¨data focused¨ ITSM decision making! 

□ Set aside at least 1 hour each month for an internal 
discussion on common issues and pain points 

□ Include all of your stakeholders in discussions from the 
beginning 

□ Use tools like Survey Monkey and Google Sheets Polls, or 
your Service Desk reports, to get a handle on your starting 
point 

□ Your stakeholders must reach a consensus on the highest 
priority issues before moving on

Gather 
Data 

Identify a critical 
ITSM decision you 
will make, then 
gather 
background 
information. 

□ Avoid jumping to conclusions. You’re not trying to take 
action yet. You need to fully understand your current 
situation before you can locate your gaps  

□ Look beyond the numbers and focus on the human behavior 
that the data represents. Consider the drivers behind the 
trends you’re seeing, then write down your hypothesis 

□ Focus on where time is being spent (often overlooked). 
Review resolution times in your Service Desk and look for 
data that indicates how, and where, time is being invested 

□ Reviewing old Calendar appointments can also be a great 
source of information.

Analyze 

Sit down and 
make a 
methodical 
review of your 
data 

□ Switch gears from analysis to action. Define your desired 
outcome then finalize your hypothesis explaining why a gap 
may exist 

□ Craft a set of concrete steps that you will take. Be sure you 
can measure results through your testing process 

□ Does your data supports the plan? If not, consider collecting 
more data or adjusting your hypothesis 

□ Beware of falling into the proof by example pitfall. 
□ Choose a sample population to test on, but keep it 

manageable. 3 to 5 test subjects is a good starting point 
□ Perform many small tests vs one big test. Test only a 1 or 2 

variants/changes for each iteration. Otherwise, you risk not 
being able to detect the effect of each change 

□ Be ready to adapt the plan as new insights come to light

Test 

Develop a plan of 
action and test 
your hypothesis

□ Consider adopting SCRUM methodology to manage iterations. 
SCRUM offers a high degree of flexibility and it provides 
transparency for all of the stakeholders 

□ Set up weekly and daily bench marks to help your team stay 
focused on what’s directly in front of them 

□ The project deadline matters so make sure that it’s 
reasonable 

□ If something isn’t 100% complete at the end of a cycle, send 
it to your backlog and re-evaluate its priority. Ask if the 
action still aligns with you desired outcome

Measure 
Collect results 
and iterate to 
improve your 
plan

□ Keep it honest - what did you do well, and where can you 
improve? 

□ Track your estimated cost against the actual cost to execute 
the plan 

□ Review the original estimated time to complete vs the actual 
time that it took 

□ Examine stakeholder satisfaction and your ability to sustain 
any improvement

Review 

Honestly evaluate 
results
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