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MANDATORY CRITERIA 

 
1. Does the tool facilitate the creation, modification, fulfillment and closure of Service Request 

records? 

Comments:  Yes.  The tool facilitates; the creation of a fulfillment with a unique id #, 

modification of the fulfillment with permanent edit logs, resolution with comments, and closure 
with a close date and closure type. 

 

ITG’s CENTRE Service Record Screen 

 
 

 

2. Does the tool provide a pre-defined list of services which can be requested by end users? 
Comments:  Yes.  The end user may request items available in the Service Catalog 

 

3. Does the tool provide the requestor with an entitlement-based view of the services they are 

authorized to request? 
Comments:  Yes.  The requestor (requires a login and password) upon selecting the “Service 

Catalog”, will be in view of all services contracted for the relevant contract(s). 
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4. Does the tool automate request routing for appropriate authorizations? (e.g.: Financial, 

security, etc.) 
Comments:  Yes.  The fulfillment record may be routed to appropriate authorizations via the 

‘Notification Event’ module.  This module uses the power of ad-hoc reporting to route and 

deliver notices as needed. 

 
 

5. Does the tool allow the end user to submit service requests, get detailed request status 
visibility, and cancel service orders that are no longer necessary? 

Comments:  Yes.  The end user may submit and monitor service requests, and issue cancellations.   

 
View Request 
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Notify Tab for Request Cancellation 

 
 

Get Recipients  

 
 

 
6. Does the tool automate the rapid categorization (e.g.: Provisioning vs. request for information), 

classification and recording of Service Requests? 

Comment: Yes.  CENTRE provides this by use of the drop down selections for Service Record 
Classification.  Using these controlled response fields, classification selections are specific and 

may be queried for further actions. 
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 7. Does the tool have well-designed interface, making it easy for users to find services 

and order from a standard ‘menu’ of pre-defined service options? 
Comments:  Yes.  Service Catalog drop-down menu is available for users to find and order 
authorized services. 

 

 
 

 
 



Request Fulfillment Management 

Integration Technologies Group (ITG) ITIL V3 Request Fulfillment Assessment 

 Robert R. Vespe               Page 5 of 16 

 

8. Does the tool allow for matching of new Requests against existing Requests? 

Comments:  Yes.  The Search option (opening screen) allows for the matching of requests by 
selectable criteria. 

 

 
 

 
 
 

9. Does the tool facilitate customizable thresholds for automated escalation? 

Comments:  Yes.  Depending on what threshold to escalate, one may use the “Notification 
Events” or ‘PPMS’ subsystems to detect and report.  Notification via SLA thresholds (percentage 

of used time) is customizable to five (5) levels of SLA compliance. 
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PPMS 

 
 

10. Does the tool enable priority, impact, and urgency indicators to be assigned to Service 

Request records? 

Comments:  Yes.  Impact and urgency are selectable fields which, when combined, determine the 
priority indicator.  

 

 
 
11. Does the tool support the automated routing (alerting) to, and coordination of Service 

Requests among selected support staff or groups? For example, the Service Desk, Network 

Operations, Telecom, etc. 
Comments:  Yes.   This is doable using the “Notification Events” or Workflow subsystems. 

 

 



Request Fulfillment Management 

Integration Technologies Group (ITG) ITIL V3 Request Fulfillment Assessment 

 Robert R. Vespe               Page 7 of 16 

 

12. Does the tool facilitate complex request workflows through sequential and parallel tasking? 

Comments:  Yes.  Sequential and parallel tasking can be facilitated through workflows which 
operate against tasks within projects.  Fulfillment service records may create work tasks which 

fall into this workflow initiative.  

 

 
 
13. Does the tool facilitate flexible report generation? 

Comments:  Yes.  There are multiple report generation features.  Reports may be generated from 

the ‘Reports Menu’, via the search screens, or from the Ad-hoc reporting system. 
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Ad-hoc Reporting 

 
 
 

14. Does the tool facilitate the analysis of Service Requests to identify trends? 

Comments:  Yes.  The user may use the opening search screen and generate a search by a single 
or multiple fields.  Additionally, the PPMS can search and generate reports via the combination 

of ad-hoc and screen parameter identifiers.   Finally, the user may create an ad-hoc report. 

 

 
15. Is the tool facilitating the generation of reports on outstanding (incomplete) Service Requests? 

Comments:  Yes.  Search can be accomplished via the open search screen and/or the use of an ad-

hoc report.   
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16. Can the tool link to feeds from other tools and departments, and provide information to other 

tools and departments (e.g.: HR, facilities)? 
Comments:  Yes.  There are several feeds and links within CENTRE.  Personnel information 

(users) is available throughout the modules in CENTRE.  As users are assigned to different 

projects or use other modules, information is captured.  Financial information is imported into the 

Projects modules monthly for evaluation and comparisons. 
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17. Does the tool facilitate the creation of business rules for specific requests or groups of 

requests in order to automate the process, tasks, notifications, etc.? 
Comments:  Yes.  The tool facilitates the creation of custom SLAs, alert generation upon status 

change of any field, creation of contract-based service catalog, priority state depending on impact 

and urgency, applicable support staff selection upon contract selection and custom workflow 

creation. 
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18. Does the tool facilitate the tracking of Service Requests against established SLA targets? 

Comments:  Yes.  There are management reports as well as the ad-hoc system in which to track 
SLA service against targets. 

 

 
 

 

 
 

 

19. Does the tool measure ongoing demands for specific services and requests for those services? 
Comments: Yes.  There are several reports available on the ‘Measurement and Analysis’ menu. 

The opening search screen of the ‘Service Records’ permits the use of searching by one or 

multiple fields.  And, the ad-hoc system may be used to report by specific services. 
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INTEGRATION CRITERIA 

Terminology 

1. Does the tool's use of terms and definitions align with ITIL terms and definitions? 

Comments:  Yes.   

 

Incident Management 

1. Does the tool support the automated creation of Request Records from open Incident Records? 

Comments:  Yes. 
 

Existing Service Record 

 
 
 

New Request Fulfillment from Incident Tab 

 
 
 

New Fulfillment Service Record 

 
 

Problem Management 
1. Does the tool support Incident trending and Problem identification related to Requests? 

Comments:  Yes.   Problem identification is within the Incident Management System.  Trending 

may also be provided on requests using the PPMS application. 
 

Configuration Management 

1. Does the tool integrate with CMDB to support the association of Request records to CI 

records? 
Comments:  Yes.  The fulfillment module functions like the incident module.   CMDB data may 

be integrated to the fulfillment record at the time the record is created or, if inventory is entered 

toward the fulfillment. 
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Service Catalog Management 
1. Does the tool provide linkage between Service Request records and the Service Catalog? 

Comments:  Yes.  The “Service Catalog” is linked on the fulfillment record for reporting and 

tracking purposes. 

 

 
 

Financial Management 
1. Does the tool facilitate billing or recover for services rendered (i.e.: Does it link to a financial 

tool or module)? 

Comments:  Yes. The tool is interfaced with Accounting systems, exports and imports data, and 

processes/presents financial reports.   
 

 
 

 

2. Can specific Requests be created such that costing and billing is automated when they are 
fulfilled?  

Comments:  Yes. Contract-based accounting timesheets tracks billing time against contracts and 

tasks.   
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3. Can the tool automate the recording and reporting of the ongoing costs of Request Fulfillment 

against particular cost centers, etc.? 
Comments: Yes.  Monthly Project financials provides ongoing costs to particular cost centers. 

 

 

 
 
 

OPTIONAL CRITERIA 

 
1. Can the requestor open a Service Request through the Service Catalog interface? 

Comments:no 

 

2. Does the tool provide email notifications to end users and other interested parties as the 
Request Fulfillment progresses? 

Comments: Yes. “Notification Events” may be used to send alerts to any stakeholders depending 

on the “status” change of any field. 
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3. Does the tool provide support for the coordination of back-end fulfillment across multiple other 

tools and processes (e.g.: Access Management process for access requests, Portfolio Management 
system for project or enhancement requests, and non-IT systems for requests such as facilities 

work orders)? 

Comments: Yes. CENTRE permits a user to issue Purchase Orders, Customer Orders, (for other 

equipment and services), place requests for access, initiate shipments, make Project Tasks, etc. 
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