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Introduction

This paper talks about how Asset management 
is and has long been a cornerstone of 
organizational strategy, providing a structured 
approach to tracking, maintaining, and 
optimizing physical and intangible assets 
across industries. Traditionally applied to 
physical assets like infrastructure, machinery, 
and real estate, asset management has 
expanded significantly in response to the 
digital transformation of businesses. Today, 
organizations face the added complexity of 
managing an extensive range of digital assets - 
including hardware, software, cloud resources, 
and virtual environments—that are essential to 
business operations and value creation.

As digital assets grow in both scale and 
complexity, IT Asset Management (ITAM) has 
emerged as a specialized branch of asset 
management focused on the comprehensive 
oversight of IT resources. ITAM encompasses 
the lifecycle management of IT assets—from 
procurement and deployment to maintenance, 
upgrade, and disposal. This systematic 
approach to managing IT resources is crucial for 
ensuring regulatory compliance, safeguarding 
data security, optimizing costs, and supporting 
strategic IT initiatives. However, organizations 
often struggle to achieve full visibility into their 
IT assets, leading to inefficiencies, risks, and 
increased costs.

This whitepaper highlights the need for 
a comprehensive, lifecycle-focused ITAM 
approach that empowers organizations to 
achieve greater visibility, control, and alignment 
with business goals.

By implementing structured ITAM practices, 
companies can proactively manage assets, 
ensure regulatory compliance, and make data-
driven decisions that enhance operational 
efficiency. This paper addresses the common 
challenges in ITAM, including fragmented 
tracking, manual processes, and limited 
automation, while providing a strategic 
framework for overcoming these barriers.

Designed for IT leaders and decision-makers, 
this whitepaper offers actionable insights to help 
organizations build a robust ITAM framework. 
Through optimized asset utilization and 
proactive lifecycle management, companies can 
drive sustainable growth and agility, ensuring 
that their IT infrastructure not only supports but 
also enhances overall business performance.
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Background

As we worked on IT Asset Management cases, 
we realized the need for awareness around this 
subject and how it links to org strategy, before 
one jumps to implementation of ITAM processes. 
And then for mature organizations, the 
challenges are different, and the first is where to 
start when there could be so much to do.

Traditional asset management, once adequate 
for physical assets like machinery and 
infrastructure, no longer meets the demands 
of today’s complex IT environments, which 
include hardware, software, cloud services, and 
virtual resources. These diverse assets require 
a systematic approach to ensure efficient 
utilization, regulatory compliance, and data 
security across the asset lifecycle.

However, many organizations face challenges 
such as limited asset visibility, reliance on 
manual processes, and insufficient automation, 
leading to inefficiencies, increased costs, and 
security vulnerabilities. A structured, lifecycle-
based ITAM strategy has become critical as 
companies seek to align their IT resources with 
business objectives, reduce risk, and drive cost 
efficiencies. This paper aims to provide a clear 
roadmap for organizations looking to overcome 
these challenges, implement effective ITAM 
practices, and unlock the full value of their IT 
assets in support of long-term operational and 
strategic goals.
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In-depth   
overview of IT 
Asset Management
IT Asset management can mean a set of 
practices, a process or both, depending upon 
maturity of the organization. In its essence, 
ITAM is a systematic process encompassing 
the development, operation, maintenance, 
upgrading, and disposal of assets in the most 
cost-effective manner. At a simplistic level, 
it involves considering all costs, risks, and 
performance attributes throughout the asset’s 
lifecycle. Effective asset management is critical 
across various industries, including finance, 
manufacturing, and information technology 
(IT), to ensure the maximization of value derived 
from assets.

In the realm of IT, asset management becomes 
even more crucial due to the rapid evolution 
of technology and its central role in business 
operations.

An IT asset is any company-owned information, 
system, or hardware used in business activities. 
IT assets encompass a broad range of items, 
including computers, servers, networking 
devices, software applications, and data 
storage systems. These assets are critical for the 
effective functioning of business processes and 
must be managed systematically to maximize 
their value and minimize risks.

A breakdown of assets
Understanding the different types of assets 
in an organization is fundamental to Asset 
Management. The primary categories are as 
follows:

1. Hardware assets: These include physical 
devices such as desktops, laptops, servers, 
printers, and other equipment like routers 
and switches.

2. Software assets: This category covers 
software applications, operating systems, 
licenses, and subscriptions. Managing 
software assets involves ensuring 

compliance with licensing agreements and 
optimizing software usage.

3. Virtual assets: Virtual machines, virtual 
desktops, and cloud-based resources 
fall under this category. Managing virtual 
assets includes monitoring their usage and 
ensuring they are cost-effective.

4. Network assets: These components make 
up an organization’s network infrastructure, 
such as routers, switches, and firewalls.

5. Data and information assets: This 
includes databases, data warehouses, and 
other information repositories that the 
organization needs to protect and manage 
efficiently.

6. Employees: This refers to the organization’s 
workforce and the expertise they bring, 
which are key to driving business success.

7. Services and projects: This represents the 
ongoing efforts and deliverables that the 
organization offers or undertakes.

8. Locations: Physical locationssuch as offices, 
branches, warehousing, distribution centers 
etc., are important assets that support an 
organization’s operational footprint. 

9. Contracts and agreements: This includes 
various contracts and/ or agreements 
which govern relationships with vendors, 
customers, and employees.



6
IT Asset Management Whitepaper 
© 2024 Nagarro

IT Asset Management (ITAM) is a 
specialized subset of asset management 
focused on IT assets, including hardware, 
software, networks, and other technology 
infrastructure. ITAM involves managing 
and optimizing the purchase, deployment, 
maintenance, utilization, and disposal of IT 
assets within an organization.

Building blocks of ITAM
1. Asset discovery and inventory: Identify 

and maintain an up-to-date inventory of all IT 
assets within the organization.

2. Configuration Management Database 
(CMDB): The CMDB is a repository that 
stores information about IT assets and 
their relationships. It is essential for 
understanding the dependencies and 
interactions between different assets.

3. Configuration Item (CI): It is the basic/
fundamental unit of a configuration 
management system and can be either 
hardware or software type.

4. Asset tracking: It includes continuous 
monitoring of IT assets’ location, status, and 
usage.

5. Asset tracking tools: These tools include 
software solutions that monitor and manage 
IT assets throughout their lifecycle. They can 
automate inventory updates, track asset 
performance, and generate reports.

6. License management: Ensure compliance 
with software licensing agreements to avoid 
legal risks.

7. Cost management: Track and control 
costs associated with IT assets, including 
acquisition, maintenance, and disposal.  
      
 

8. Lifecycle management: Manage IT assets 
from procurement to end-of-life, ensuring 
optimal utilization and timely replacement or 
disposal.

9. Policies and procedures: Well-defined 
policies and procedures guide the 
management of IT assets. These should 
cover aspects such as procurement, usage, 
maintenance, and disposal.

10. Compliance and audit: Ensure that IT 
assets comply with relevant regulations and 
standards. Regular audits help in verifying 
compliance and identifying areas for 
improvement. 

11. Security measures: Protect IT assets from 
threats and vulnerabilities. This includes 
implementing access controls, encryption, 
and other security measures to safeguard 
assets.

IT Asset 
Management

Figure 1: Key components of ITAM
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Asset vs Configuration Item (CI) 
 
Understanding the distinction between an asset 
and a configuration item is crucial yet often 
confusing.

An asset is a resource with a defined financial 
value, acquired through a formal procurement 
process, and managed throughout its lifecycle, 
such as hardware (servers, laptops), software 
licenses, and facilities. The primary focus is on 
the asset’s economic impact, ownership, and 
cost management.

A configuration item represents any 
component that needs to be managed to deliver 
an IT service. CIs include technical details and 
configurations such as hardware, software, 
documentation, and even policies. Unlike 
assets, CIs may not always have a direct financial 
impact. The focus is on managing technical 
specifications, relationships, and dependencies 
within the IT environment.

There are scenarios where assets and CIs 
overlap. For instance, a server is both an 
asset (with financial implications and lifecycle 
management) and a CI (with technical 
specifications and dependencies).

IT Asset 
Management

Figure 2: Assets and Configuration Items



8IT Asset Management Whitepaper 
© 2024 Nagarro

IT Asset 
Management
How IT Asset Management 
transformed over time?
The concept of IT Asset Management has 
evolved significantly over the past few decades. 
Initially, IT asset management was conducted 
in an ad-hoc manner with little emphasis on 
systematic tracking or lifecycle management. As 
businesses increasingly rely on technology, the 
need for a structured approach to managing IT 
assets has become evident.

In the early stages, ITAM primarily focused on 
hardware management. Organizations tracked 
physical assets such as computers, servers, and 
networking devices to ensure their maintenance 
and timely replacement. With the advent of 
software, ITAM expanded to include software 
asset management, emphasizing compliance 
with licensing agreements and optimization of 
software usage.

The evolution of ITAM has been driven by 
advancements in technology and the increasing 
complexity of IT environments. Virtualization, 
cloud computing, and mobile devices 
introduced new complexities and opportunities 
for IT asset management, demanding more 
sophisticated tools and methodologies.

Figure 3: Timeline reflecting the evolution of ITAM
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Significance of IT Asset 
Management in modern 
businesses’ success
In today’s digital age, ITAM has become a 
critical component of organizational strategy. 
It empowers organizations to track IT assets, 
cut costs, improve efficiency, and mitigate 
risks. ITAM ensures that IT assets are utilized 
effectively, maintained properly, and replaced or 
retired at the appropriate time.

The role of ITAM extends beyond simple 
inventory management. It includes strategic 
planning and decision-making to enhance 
operational efficiency, support business goals, 
and ensure regulatory compliance. Several key 
factors highlight the necessity of robust ITAM 
practices:

1. Managing inorganic growth: As 
organizations expand, often through 
mergers and acquisitions, their IT 
infrastructure grows rapidly, sometimes 
outpacing the development of internal 
systems. This inorganic growth leads to a 
complex and fragmented asset base.

2. Scaling support systems: Support 
systems in many organizations do not scale 
proportionately with growth or are not 
strategically aligned with it.

3. Ensuring compliance and adherence to 
standards: Modern organizations must 
adhere to various standards, compliance 
requirements, and audits across legal, 
financial, and operational domains.

4. Forecasting and budgeting: Precise 
forecasting and budgeting require insights 
into asset utilization, lifecycle stages, and 
associated costs, which enables financial 
stability and strategic planning.    
       
      
 

5. Supporting data-driven decision 
making: ITAM is crucial in generating 
data-driven insights that inform other 
business processes. By analyzing trends 
in asset usage, performance, and costs, 
organizations can make informed decisions 
that optimize operations and drive 
growth. These insights help in identifying 
opportunities for improvement and 
innovation, ensuring that the organization 
remains competitive.

6. Preventing incidents and problems: 
Proactive ITAM practices can prevent 
incidents and problems by ensuring that all 
assets are properly maintained, updated, 
and monitored.

7. Reducing waste and optimizing resources: 
ITAM helps organizations avoid over-
purchasing and under-utilizing assets, 
ensuring that resources are allocated 
efficiently.
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Strategic goals and objectives 
of IT Asset Management

The primary objectives of ITAM include 
optimizing IT resource utilization, ensuring 
compliance with regulatory and licensing 
requirements, and driving data-driven 
decisions. Effective ITAM involves managing 
assets from acquisition to disposal, ensuring 
they deliver maximum value throughout their 
lifecycle.

Why ITAM is vital for efficient 
business operations?

ITAM is essential for the effective and efficient 
management of a company’s IT resources. As 
businesses increasingly rely on technology for 
their day-to-day operations, the significance 
of ITAM in ensuring operational efficiency, 
cost savings, risk management, and strategic 
planning cannot be overstated. Let’s explore the 

ways in which ITAM impacts business operations:

1. Enhancing operational efficiency

• Optimized resource utilization: ITAM 
ensures that IT resources are used optimally, 
reducing waste and enhancing productivity. 
By maintaining an accurate inventory of IT 
assets, organizations can ensure that the 
right resources are available to the right 
people at the right time.

• Streamlined processes:  With ITAM, 
businesses can automate and streamline 
various processes such as asset tracking, 
software licensing, and maintenance 
scheduling. This reduces manual 
intervention, minimizes errors, and 
accelerates response times.  

• Improved service delivery: By 
understanding the relationships and 
dependencies between different IT assets, 

ITAM helps better manage IT services. This 
leads to improved service delivery and 
higher user satisfaction.

2. Cost savings

• Reduced procurement costs: Through 
effective ITAM, organizations can avoid 
unnecessary purchases by using existing 
assets better. This includes reusing and 
redeploying underutilized assets.

• Lower maintenance costs: Regular 
monitoring and maintenance of IT assets 
prevent costly breakdowns and extend 
asset lifecycle, reducing maintenance and 
replacement costs.

• Optimized licensing: ITAM helps manage 
software licenses more effectively, ensuring 
compliance and avoiding penalties. It also 
aids in optimizing software usage, reducing 
the need for additional licenses.

3. Risk management

• Compliance and audit preparedness: By 
maintaining detailed records of IT assets, 
ITAM ensures compliance with regulatory 
requirements and prepares organizations 
for audits. This helps avoid legal penalties 
and maintain a good standing with 
regulatory bodies.

• Security and data protection: ITAM plays a 
critical role in cybersecurity by tracking all IT 
assets, identifying potential vulnerabilities, 
and ensuring security measures are in 
place. This includes managing patches and 
updates, controlling access to sensitive 
data, and ensuring that obsolete assets 
are properly disposed off to prevent data 
breaches.

• Disaster recovery: In the event of a disaster, 
having a well-maintained IT asset inventory is 
crucial for disaster recovery planning. ITAM 
helps identify critical assets, ensure their 
protection, and enable quick recovery and 
continuity of operations.
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4. Strategic planning and decision-making

• Informed decision-making: Accurate and 
up-to-date information on IT assets allows 
organizations to make informed decisions 
regarding procurement, upgrades, and 
replacements. This supports strategic 
planning and helps in aligning IT resources 
with business goals.

• Forecasting and budgeting: ITAM provides 
valuable insights into asset utilization and 
lifecycle, aiding in accurate forecasting and 
budgeting for future IT needs. This helps 
avoid unexpected costs and ensures that the 
IT budget is spent effectively.

5. Supporting overall business goals

• Alignment with business objectives: 
Effective ITAM ensures that IT resources are 
aligned with overall business objectives, 
supporting core business functions and 
enabling the organization to achieve its 
strategic goals.

• Enhanced agility: Organizations can 
respond more quickly to changing business 
needs and market conditions with a well-
managed IT asset base. This agility is crucial 
in today’s fast-paced business environment.

Accelerating ITAM growth in 
organizational frameworks

As organizations grow and evolve, so do their 
IT infrastructure and assets. The significance 
of IT Asset Management (ITAM) becomes 
increasingly evident as it offers a structured 
approach to managing an organization’s 
IT assets, which is crucial for operational 
efficiency, cost management, and risk 
mitigation.

Early stages: Minimal asset tracking

In the nascent stages of an organization, the 
need for formal IT asset management needs 
to be recognized. The primary focus during 
this period is on establishing core business 
functions and generating revenue. Due to the 
small size and limited number of IT assets, 
organizations do not feel the need to implement 
structured asset management processes. The 
simplicity of the IT environment allows for an 
ad-hoc approach to manage IT assets, which 
is typically sufficient at this stage. This phase is 
characterized by:

1. Limited IT assets: A small inventory of 
devices and software, easily manageable 
without formal processes.

2. Ad-hoc management: IT assets are tracked 
informally, often managed directly by the 
users or a small IT team. 

3. Focus on core business functions: 
Emphasis is placed on business growth 
and revenue generation rather than on IT 
infrastructure. 
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Growing awareness:    
Excel and paper-based tracking

As the organization grows, so does the 
complexity and number of IT assets. Informal 
management of IT assets becomes inefficient 
and prone to errors. Organizations start to 
realize the need for a more structured approach 
to track and monitor their IT devices. The initial 
solution often involves using Excel spreadsheets 
or paper-based systems. This method provides 
a rudimentary way to catalogue and monitor 
assets, offering some level of control and 
visibility. However, this approach is labor-
intensive, error-prone, and lacks scalability, 
which hinders the organization’s expansion. 
Specific characteristics of this phase include:

1. Manual tracking systems: Using 
spreadsheets or paper records to log IT 
assets, their statuses, and ownership.

2. Increased complexity: The growing number 
of assets makes it challenging to maintain 
accuracy and efficiency.

3. Operational challenges: Higher potential 
for errors, difficulty in ensuring compliance, 
and inefficiencies in asset utilization and 
tracking.

Transition to tool-based 
approaches

Recognizing the limitations of manual tracking 
systems, organizations begin to explore 
automated, tool-based approaches for ITAM. 
These tools offer numerous advantages, 
including real-time tracking, automated updates, 
and comprehensive reporting capabilities. 
Despite these benefits, many organizations 
encounter significant challenges during this 
transition. Common issues include:

1. High implementation costs: The financial 
investment required for acquiring and 
deploying ITAM tools.

1. Integration difficulties: Challenges 
associated with integrating new tools with 
existing IT systems and processes.

1. Resistance to change: Organizational 
inertia and employee reluctance to adopt 
new systems and workflows.  

2. Lack of expertise: Insufficient knowledge 
and skills within the organization to 
effectively implement and manage the new 
tools.
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Asset tracking vs Asset 
management

Due to these challenges, initial attempts at 
adopting tool-based ITAM often fail, leading 
organizations to either revert to manual 
methods or undertake a more strategic 
approach to implementation, segregating the 
whole process into asset tracking and asset 
management. Understanding the difference 
between asset tracking and asset management 
is essential for such an approach.

• Asset tracking

Asset tracking focuses on monitoring the 
location, status, and movement of assets. It 
primarily involves maintaining a detailed log of 
assets using technologies such as barcodes, 
RFID tags, or GPS systems. The main objectives 
are to provide visibility and prevent the loss or 
theft of assets. Asset tracking is more tactical, 
serving day-to-day operational needs. It is 
particularly relevant to teams such as audit 
and finance, which require precise records for 
compliance and financial reporting purposes. 

• Asset management

In contrast, asset management encompasses a 
broader scope, involving not only the tracking of 
assets but also the comprehensive management 
of an asset’s lifecycle from acquisition 
to disposal. This includes procurement, 
maintenance, compliance, performance 
monitoring, and strategic planning. Asset 
management aims to optimize asset utilization, 
reduce costs, and improve overall operational 
efficiency. This function is primarily aligned 
with teams such as DevOps, quality assurance, 
and security, which ensure that assets are used 
effectively and securely to support business 
objectives.

By distinguishing between asset tracking and asset 
management, organizations can select and implement 
appropriate tools that provide real-time tracking and 
support strategic decision-making and long-term asset 
optimization. This nuanced understanding ensures 
that each function is adequately supported and 
leveraged to enhance overall operational efficiency.

Table 1: Difference between asset tracking and asset management
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Initiating a successful ITAM 
implementation

Successfully implementing ITAM requires a 
well-defined strategy and thorough planning. 
The key approach involves several critical 
steps:

Identifying the needs

1. Defining and aligning  the vision with 
management: Establishing a clear vision for 
ITAM that aligns with the organization’s overall 
objectives is crucial. This involves:

• Strategic alignment: Ensuring that ITAM 
goals support the broader business 
objectives and strategies.

• Management buy-in: Securing commitment 
and support from senior management to 
allocate necessary resources and drive the 
initiative.

2. Identifying the triggers: Understanding the 
specific factors driving the need for ITAM, such 
as:

• Compliance requirements: Meeting 
regulatory standards and avoiding legal 
repercussions.

• Operational inefficiencies: Addressing 
inefficiencies in asset utilization, tracking, 
and management.

• Security concerns: Enhancing security 
posture by effectively managing and 
securing IT assets.

3. Identifying promoters and stakeholders: 
Engaging key stakeholders and promoters 
who will champion the ITAM initiative. These 
individuals can help drive the project forward 
and ensure broad organizational support. Key 
stakeholders include:

• IT Leadership: CIOs and IT managers 
responsible for overall IT strategy and 
operations.

• Finance department: Ensuring budget 
allocation and cost management.

• End-Users: Employees who interact with 
IT assets and will be affected by the new 
system.

4. Aligning stakeholders: Effective IT Asset 
Management (ITAM) hinges on the strategic 
alignment of stakeholders to optimize 
resource allocation and ensure compliance. 
By collaborating with IT and support teams, 
organizations can tailor ITAM systems to meet 
operational needs, enhancing both service 
delivery and efficiency. Autonomous teams, 
such as R&D, should be empowered with clear 
guidelines and training to integrate their asset 
management practices seamlessly into the 
broader ITAM framework. Involving budget 
owners in planning ensures that ITAM strategies 
align with financial constraints, promoting 
cost efficiency. Finance teams play a vital role 
in managing cash flow and analyzing data 
to extend asset lifespans while minimizing 
costs. Additionally, coordination with external 
stakeholders, including auditors and senior 
management, ensures compliance and strategic 
alignment with organizational objectives. 
Engaging end-users provides valuable feedback 
to enhance the usability and functionality of 
ITAM tools.
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Figure 4: Key stakeholders for ITAM implementation
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Building a clear strategic blueprint

1. Centralized vs. decentralized management

In IT Asset Management (ITAM), the decision 
between centralized and decentralized 
management models is vital for operational 
success. Centralized management ensures 
consistency, standardization, and robust 
governance, facilitating compliance and risk 
management. Meanwhile, decentralized 
management offers flexibility, allowing 
departments to swiftly adapt processes to 
local needs, enhancing responsiveness and 
innovation.

Adopting a hybrid approach combines these 
advantages by enforcing centralized policies 
and tools while allowing decentralized 
execution. Establishing strong communication 
channels between central IT and decentralized 
units ensures alignment and collaboration, 
optimizing organizational performance.

2. Identifying asset types

A comprehensive ITAM strategy integrates 
physical, cloud, and virtual assets into a unified 
system, ensuring optimal utilization and 
efficiency:

• Physical assets: Use inventory management 
tools with barcodes or RFID for accurate 
tracking. Conduct regular audits to ensure 
compliance.

• Cloud assets: Utilize cloud management 
platforms for effective resource monitoring 
and cost optimization.

• Virtual assets: Employ virtualization 
management tools to oversee virtual 
environments, ensuring compliance with 
policies.

Specialized tools for each asset type ensure 
interoperability and data consistency, 
supporting strategic decision-making and 
maximizing asset performance.

3. Scalability and sustainability

ITAM processes and systems must be 
designed for scalability and sustainability to 
accommodate organizational growth:

• Scalability: Use cloud solutions and 
automation to manage increasing asset 
volumes efficiently.

• Sustainability: Implement lifecycle 
extension strategies, such as refurbishment 
and redeployment, to maximize asset value 
and reduce environmental impact

Integrating sustainable practices across ITAM 
supports organizational goals and corporate 
social responsibility initiatives.

4. Security and data protection

Developing a robust compliance and security 
framework is essential for protecting IT assets 
and data:

• Threat detection and response: Implement 
proactive security measures and regular 
assessments to protect assets from cyber 
risks.

• Regulatory compliance: Ensure adherence 
to regulations and standards, such as GDPR 
or ISO/IEC 27001, and continuously update 
compliance measures.

Organizations can mitigate risks, protect 
sensitive information, and maintain stakeholder 
trust by focusing on security and compliance, 
thereby securing assets and supporting 
organizational integrity.
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From planning to execution:  
The implementation journey

1. Analyzing existing processes: Conduct a 
thorough analysis of current asset management 
processes to identify gaps and areas for 
improvement. This step involves: 

• Process mapping: Documenting existing 
workflows and identifying inefficiencies.

• Gap analysis: Comparing current processes 
with best practices and identifying areas 
needing enhancement.

2. Evaluating Tools: Research and evaluate 
different ITAM tools to find the one that meets 
the organization’s needs. Considerations 
include:

• Scalability: The tool’s ability to grow with the 
organization.

• Integration capabilities: Compatibility with 
existing IT systems and processes.

• Ease of use: User-friendliness and the 
learning curve associated with the tool.

• Cost: Total cost of ownership, including 
acquisition, implementation, and 
maintenance costs.    
       
      
       
       
       
       
       
       
       
       
       
       
       
       
       
       
 

3. System roll-out: Develop a detailed roll-out 
plan including pilot testing, training, and phased 
implementation. Key steps include:

• Pilot testing: Implementing the tool in a 
controlled environment to identify and 
address issues before full deployment.

• Training: Providing comprehensive training 
to ensure all users are proficient with the new 
system.

• Phased implementation: Gradually 
rolling out the tool across the organization 
to manage risks and ensure a smooth 
transition.

• Ongoing support: Establishing a support 
structure to assist users and address any 
challenges during and after implementation.
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Conquering the biggest 
implementation obstacles

Implementing ITAM can be challenging. 
Organizations face several key obstacles on 
this journey, including:

1. Scope identification: One of the primary 
challenges is accurately identifying the scope 
of the ITAM implementation. Teams often 
underestimate the enormity of the task, 
both in terms of technical and organizational 
complexities. Initially, there is an intent to 
undertake a comprehensive overhaul of the 
organization’s processes and incorporate 
every device and asset. However, during 
implementation, it becomes evident that the 
scale of the project is overwhelming. This 
realization often leads to a cycle of de-scoping 
and re-scoping, which can derail the project 
and lead to inefficiencies. Key aspects of this 
challenge include:

• Underestimation of complexity: 
Misjudging the technical intricacies and 
organizational changes required.

• Overambitious goals: Attempting to 
address all aspects of ITAM in a single 
implementation, leading to resource strain 
and project delays.

• De-scoping and Re-scoping cycles: 
Frequent adjustments to the project scope, 
causing confusion and a lack of clear 
direction.

2. Tool-centric approach: Another common 
challenge is the tendency to initiate the ITAM 
implementation with a tool-centric approach. 
Key needs may be deprioritized when the focus 
is primarily on the tool rather than the underlying 
processes and requirements. This can result in 
a misalignment between the tool’s capabilities 
and the organization’s actual needs. Specific 
issues include:

• Misalignment with organizational 
needs: Implementing a tool without 
fully understanding or addressing the
organization’s specific requirements.

• Tool limitations: Overreliance on the tool’s 
capabilities, leading to gaps in functionality 
and unmet expectations.

3. Unrealistic expectations: Sales and 
marketing teams often set unrealistic 
expectations regarding the capabilities and 
benefits of ITAM tools. These expectations can 
lead to disappointment and frustration when the 
tool does not deliver as promised. Challenges in 
this area include:

• Overpromising by vendors: Vendors may 
overstate the capabilities of their tools to 
secure sales, leading to unmet expectations.

• Misaligned expectations: Discrepancy
between what the organization expects and 
what the tool can realistically deliver.

4. Resistance to change: Resistance to change 
is a common hurdle in any organizational 
transformation. Employees may be reluctant 
to adopt new processes and tools, preferring 
to stick with familiar methods. Overcoming 
this resistance requires effective change 
management strategies, including:

• Change management: Implementing
strategies to address resistance and 
encourage adoption.

• Training and support: Providing 
comprehensive training and ongoing
support to ease the transition.

• Communication: Clearly communicating
the benefits and necessity of the new ITAM 
system to all stakeholders.
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5. Expansion-related challenges: Envisioning
and implementing ITAM beyond the IT 
department poses significant challenges. 
Extending ITAM practices to other functions such 
as finance, HR, and operations requires careful 
planning and collaboration. Issues in this area 
include:

• Cross-departmental coordination: Ensuring 
alignment and cooperation across various 
departments.

• Tailoring processes: Adapting ITAM 
processes to meet the specific needs of 
different functions. 

• Resource allocation: Securing the 
necessary resources and support for 
cross-departmental implementation.

6. Tool-specific challenges: Each ITAM tool has 
its unique set of advantages and disadvantages. 
Selecting the right tool and addressing its 
specific challenges is critical for successful 
implementation. Key considerations include:

• Customization and flexibility: Ensuring 
the tool can be customized to fit the 
organization’s specific processes and 
requirements.

• Vendor support: Assessing the level of 
support and training provided by the tool 
vendor.

7. Data-related challenges: Integrating various 
data sources and determining the appropriate 
amount of data to capture are crucial for 
the success of ITAM initiatives. Data-related 
challenges include:

• Data Integration: Combining data from 
multiple sources to provide a comprehensive
view of IT assets.

• Data Resolution: Deciding on the right level 
of detail to capture and balance the need 
for accuracy with the risk of information 
overload.

8. Overthinking/Over-engineering the
solution: Organizations sometimes overthink 
or over-engineer their ITAM solutions, adding 
unnecessary complexity and hindering
implementation.

The evolution and successful implementation 
of IT Asset Management (ITAM) is crucial for 
organizations aiming to optimize their IT 
infrastructure, enhance operational efficiency, 
and mitigate risks. The journey from minimal 
asset management to sophisticated, tool-
based systems presents numerous challenges, 
including scope identification, tool-centric 
approaches, unrealistic expectations, resistance 
to change, expansion-related issues, tool-
specific hurdles, and data-related difficulties. 
Addressing these challenges requires a well-
defined strategy, stakeholder engagement, and 
continuous evaluation and improvement.

Organizations must focus on their internal needs 
when embarking on ITAM initiatives. This involves 
aligning ITAM objectives with the broader 
business goals, securing management buy-in, 
and ensuring cross-departmental collaboration. 
A thorough understanding of different teams’ 
specific requirements and challenges is essential 
for selecting the right tools and processes.
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Jira Service Management (JSM) by Atlassian 
stands out as a market leader in the IT 
Asset Management (ITAM) space, offering 
a comprehensive IT service management 
solution. JSM is designed to unify 
development, IT operations, and business 
teams on a single platform, enabling 
enhanced collaboration and faster service 
delivery. Its robust set of features includes:

1. Asset and configuration management: JSM 
provides a centralized repository for tracking 
and managing IT assets and configurations, 
ensuring complete visibility and control over the 
IT landscape. This feature enables organizations 
to efficiently manage their assets, streamline 
audits, and maintain compliance.

2. Incident management: JSM streamlines 
the process of logging, tracking, and resolving 
incidents, thereby reducing downtime and 
improving service quality. The platform’s 
intuitive interface and automation capabilities 
ensure that incidents are handled swiftly and 
effectively.

3. Service request management: JSM enhances 
efficiency and user satisfaction by automating 
service request handling, providing a seamless 
experience for users to submit, track, and 
resolve their requests.

4. Change Management: JSM facilitates the 
planning, tracking, and managing of changes, 
minimizing risks and disruptions to operations. 
This feature allows organizations to implement 
changes with confidence and agility.

5. Integration Capabilities: JSM seamlessly 
integrates with other Atlassian tools like Jira 
Software and Confluence and a wide range of 
third-party applications, creating a cohesive and 
adaptable IT ecosystem that supports diverse 
business needs.

6. AI-driven capabilities: JSM harnesses AI to 
intelligently categorize, prioritize, and forecast 
ticket outcomes. Advanced virtual agents handle 

routine queries and escalate critical issues, 
ensuring swift, impactful resolutions that elevate 
operational efficiency and customer satisfaction. 

7. Data manager: This upcoming feature will 
offer advanced data management capabilities. 
It will enable rapid data reconciliation and the 
aggregation and cleansing of information from 
over 30 data sources, including asset discovery 
tools and databases. This feature will enhance 
decision-making and strategic planning by 
providing insights into service performance and 
asset utilization. Some of the key advantages of 
Data Manager include:

• Easier tracking and management: By 
automating the collection, reconciliation, 
and cleansing of data, Data Manager 
reduces manual intervention and the 
likelihood of errors. This streamlines data 
management processes, making it easier to 
track asset lifecycles, service performance, 
and operational metrics in real-time.

• Scalability: As organizations grow, so do 
the volume and versatility of their devices. 
Data Manager’s ability to collate and 
reconcile data from different data sources 
ensures that organizations can handle the 
ever-expanding data requirements without 
compromising on performance, enabling 
efficient management of large datasets 
across the enterprise.

• Enhanced visibility and control for IT 
Teams: With data from all possible sources 
being available to IT Teams, it would be 
easier to track and implement policy, 
compliance, and governance requirements.

• Comprehensive reporting: Data Manager 
equips organizations with powerful 
reporting capabilities that provide deep 
insights into performance and asset usage. 
The ability to generate comprehensive 
reports across multiple data sources ensures 
that business leaders can make data-driven 
decisions, improving service delivery and 
resource allocation.



21
IT Asset Management Whitepaper 
© 2024 Nagarro

Jira Service 
Management:   
A market leader

JSM’s effectiveness and innovation have 
been recognized by industry analysts such as 
Forrester and Gartner. Forrester has praised JSM 
for its comprehensive feature set and strong 
integration capabilities, positioning it as a top 
choice for organizations seeking a reliable ITAM 
solution. Gartner has named JSM a leader in 
its Magic Quadrant for IT Service Management 
Tools, highlighting its ability to effectively 
manage IT assets and services. According to a 
recent Gartner report, over 45,000 customers 
now rely on Jira Service Management to power 
service delivery, underscoring its unique 
approach and value in the ITSM market.

Additionally, a Forrester Consulting study 
revealed that Jira Service Management delivers 
significant financial benefits, including a 277% 
return on investment (ROI) over three years. The 
study found that JSM recovered 115 hours per 
month for IT operations teams, improved service 
desk productivity by $1.4 million, and saved $2.0 
million by switching from a legacy ITSM product. 
These findings underscore the substantial 
impact of JSM on improving IT operations and 
reducing costs, making it a transformative 
solution for modern enterprises.
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To drive the success of IT Asset Management 
(ITAM) implementation, organizations can 
benefit significantly from the expertise of 
specialized consultants. The Atlassian Practice 
at Nagarro stands out as a leading expert in 
this space, with deep experience in deploying 
Jira Service Management and other Atlassian 
tools. Leveraging this knowledge, Nagarro’s 
Atlassian Practice delivers comprehensive, end-
to-end services, ensuring seamless integration 
and optimal outcomes for your ITAM strategy. 
From consultation to execution, we empower 
businesses to unlock the full potential of their 
Atlassian ecosystem.

With extensive experience across countless Jira 
Service Management (JSM) implementations, 
Nagarro has cultivated a deep and comprehensive 
understanding of the platform’s full capabilities. This 
unparalleled expertise, combined with our insight 
into JSM’s evolving features, has positioned Nagarro 
as one of the few Atlassian Partners selected for the 
prestigious Early Access Program (EAP) for Data 
Manager and other groundbreaking innovations. Our 
exclusive participation keeps us ahead of emerging 
trends, empowering clients to leverage cutting-edge 
advancements and benefit from proactive, future-
ready solutions.

By partnering with Nagarro, organizations benefit 
from a strategic ally who not only understands the 
complexities of ITAM but also knows how to leverage 
JSM’s capabilities to create robust, scalable solutions 
that deliver tangible results. Whether enhancing 
existing IT infrastructures or building new systems 
from the ground up, Nagarro’s expertise ensures that 
clients can confidently navigate the complexities of IT 
management and drive sustained success.

To learn more about how Nagarro can support your 
organization’s ITAM needs, please contact us.

1. Consultation and strategy: Assessment of 
organizational needs and creation of tailored 
ITAM strategies that align with business objectives. 

2. Implementation: Expert deployment of Jira Service 
Management, ensuring seamless integration with 
existing systems, varied data sources and processes. 

3. Customization and configuration: Tailored  
JSM solutions to meet the specific requirements 
of the organization, including custom 
workflows, automation rules, and dashboards. 

4. Training and support: Comprehensive user 
training and ongoing support to ensure smooth 
operation and continuous improvement. 

5. Optimization: Regularly review and optimization 
of ITAM processes to enhance efficiency and 
effectiveness.

https://www.nagarro.com/en/services/atlassian
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