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This checklist provides step-by-step guidance for evaluating software solutions, keeping them aligned 
with organizational goals and operational requirements. Specific criteria for IT Help Desk, Customer 
Service, and ITSM software are included. 

For more information, see our Software Evaluation Checklist blog post. 

9-Category Software Evaluation Checklist 

Here are the 9-category steps that every team should follow when evaluating software: 

1. Define Your Goals 

The business and operational goals depend on a number of factors: 

• What will the software be used for? 
• Is it replacing an existing software or is this a new function? 
• Which team or teams are going to be using it, e.g., IT, Help Desk, ITSM, Customer Service, 

etc? 
• Is off-the-shelf sufficient or will customized software have to be developed? 

Here are the factors you need to consider to complete this part of the checklist: 

• Define your business goals 
• Define the team or teams that will be using this software 
• Decide whether off-the-shelf is sufficient or customized software is required 
• Know what the budget is and who/which department is the budget holder 
• Know whether this is replacing legacy software or a completely new investment 
• Be clear on the timescales to test, decide, and implement this software 

 

2. Research Different Options 

Explore available solutions through online reviews, vendor websites, and peer recommendations. 

Here are the factors you need to consider: 

• Price/Budget 
• Positive online reviews (4+ stars) 
• Use cases within your sector 
• Customers/brands you recognize 

https://www.givainc.com/
https://www.givainc.com/blog/software-evaluation-checklist/
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• Do you know anyone personally who recommends this software? 
• Do they have a good reputation for technical support, customer service, and security? 

 

3. Specific Features  

Here are the factors you need to consider: 

• Have you made a checklist of must-have and nice-to-have features? 
• Does it have AI features? 

 

4. Assess Against the Business Case 

Make a business case before you start evaluating software. Then you will have a better idea of the 
features and functionality you require. 

Here are the factors you need to consider: 

• Will this software achieve your business goals? (Rate out of 10) 
• Do the features and functionality align with operational objectives? 
• Do the features and functionality meet the needs of end-users? 
• Do the integrations offered align with other software it will need to integrate with? 

 

5. Cost and ROI Criteria 

Using the business case as the criteria, you can assess the Return on Investment (ROI) by 
evaluating potential efficiency gains or revenue improvements. 

For example, if software costs $2K a month but saves your organization $20K a month then that's 
a cost-saving ROI of $216,000 every year. 

Here are the factors you need to consider: 

• Are there any upfront/setup costs? Check if Yes, and note how much 
• What are the monthly subscription costs? Make a note of how much to compare it with 

other vendors 

https://www.givainc.com/
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• Are there any up-sell/add-on hidden costs that your organization is likely to have to pay? 
Check if Yes, and note how much 

• Can we see a clear ROI (e.g., the cost — cost efficiency or revenue gained)? Check if Yes, and 
note how much to compare it with other vendors 

• With what you know about the Cost vs. ROI, will this software achieve your business goals? 
(Rate out of 10) 

 

6. User Experience (UX) 

The user experience is very important, especially for front-line staff using this software as part of 
their working processes. 

Here are the factors you need to consider: 

• How easy is it to use? (Rate out of 10) 
• How intuitive are the interfaces (UX/UI)? (Rate out of 10) 
• Does it have accessibility features (e.g., for visually impaired, dyslexic, etc.)? 
• Is it mobile-friendly? 
• Does it have an app (if you need software with an app)? 
• If it has an app: What operating system(s) is it built for? Make a note, if this is relevant to 

your selection process. 

 

7. Security, Legal Requirements and Compliance 

Security is a critical consideration, especially in more sensitive sectors, such as healthcare or 
financial services. 

Here are the factors you need to consider (check those applicable to your sector): 

• GDPR 
• HIPAA 
• HITECH 
• EU-U.S. Data Privacy Framework 
• SSAE 18 SOC 2 Type 2 compliance 
• SOX compliance 
• PCI-DSS 
• How strong are the physical and cloud security systems? (Rate out of 10) 

https://www.givainc.com/
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• Database security (Rate out of 10) 
• Communication security (Rate out of 10) 
• Perimeter security (Rate out of 10) 
• Data back-ups (Rate out of 10) 
• Business continuity and disaster recovery (Rate out of 10) 

 

8. Workflow and Integrations 

Evaluate how well the software integrates with existing systems and supports established 
workflows. 

Here are the factors you need to consider: 

• Do you have a list of what this software will need to integrate with? 
• If yes: Does it integrate with everything on that list (e.g., CRM, ERP, or ITSM tools)? 
• Are end-users (if a free trial is possible) positive about these integrations? 
• Are developers (if required during the setup phase) positive about these integrations? 

This is also why getting end-users involved is very helpful, so you can see whether this software 
will work with other applications in your team's tech stack. 

 

9. Solves Key Operational Challenges 

This is as important as cost and other considerations. Ask yourself: 

• Will this solve the key problem we need it to solve? (Rate out of 10) 
• Does this address critical pain points? 

 

Now, let's look at some separate lists for ITSM, Customer Service/Experience, and Help Desk teams. 

Specific Criteria to Consider for IT Help Desk, Customer Service, and ITSM 
Software 

Every sector and use case has different needs. In this section, here are the specific business requirements 
for IT help desks, customer service, and ITSM teams. 

https://www.givainc.com/
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IT Help Desk Software Checklist 

• Does it support automatic ticket assignments (Level 1, 2, 3, etc.)? 
• Does it have multi-channel capabilities (Live Chat, AI chat, email, phone)? 
• Customizable ticket workflows 
• Knowledge base integration 
• Real-time notifications and alerts 
• Self-service portal capabilities 
• Integration with other ITSM tools 
• Is it scalable and flexible? 
• Does it have reporting and analytics? 
• Does it have AI features? 
• Does it support collaborative working? 
• Does it include KPI monitoring, like SLA adherence? 

 

Customer Service/Experience Software Checklist 

• Multi-channel customer communications in one platform: chat, social media, email, and phone 
seamlessly 

• AI-based routing and analysis 
• Automatic sync with CRMs to maintain up-to-date customer profiles and interaction histories 
• Real-time customer journey mapping 
• KPI management tools for response time 
• Personalized customer experiences 
• Branded interfaces 
• Does it support a self-service knowledge base? 
• Integration with other CX and CRM tools 
• Is it scalable and flexible? 
• Does it have reporting and analytics? 
• Does it have AI features? 
• AI chatbots? 
• Does it include or can it integrate with surveys, CSAT scoring, and NPS tracking for customer 

feedback? 
• Does it support collaborative working? 
• Does it include KPI monitoring? 

 

https://www.givainc.com/
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ITSM Software Checklist 

• Does it align with ITIL standards for incident, problem, and change management? 
• Does it support automatic ticket assignments (Level 1, 2, 3, etc.)? 
• Does it have multi-channel capabilities (Live Chat, AI chat, email, phone)? 
• Can you use it to catalog and track IT assets effectively? 
• Does it integrate with monitoring systems, CMDBs, and DevOps tools? 
• Customizable ticket workflows 
• Knowledge base integration 
• Real-time notifications and alerts 
• Self-service portal capabilities 
• Integration with other ITSM tools 
• Is it scalable and flexible? 
• Does it have reporting and analytics? 
• Does it have AI features? 
• Does it support collaborative working? 
• Does it include KPI monitoring, like SLA adherence? 
• Does it adhere to the relevant data security standards like GDPR, HIPAA, or ISO 27001? 

 

For more information, here is our article on Software Evaluation Process How-To Steps and Best 
Practices. 

 

Now, let's consider a couple of important factors when evaluating software. 

Should you ask for a free trial or demo? 

Yes, you absolutely should. 

Ideally, sign-up for free trials for every software product you are evaluating. Do this systematically as 
part of evaluating it. 

Make sure an end-user has a few hours to trial it. Have a stakeholder do the same, so this way, you are 
road-testing the software in as close to real-world conditions as possible. 

If that isn't possible, then ask for a demo. It's then worth asking during the demo why a trial isn't 
available. If you can't get a free trial or demo then it might be too risky to invest in that particular 
software option, and it should lose points during an evaluation process. 

https://www.givainc.com/
https://www.givainc.com/blog/software-evaluation-process/
https://www.givainc.com/blog/software-evaluation-process/
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Can you trust online reviews and testimonials? 

Yes, you can, but only to an extent. 

Reviews on third-party sites such as G2, Trustpilot, and on a company Google My Business page are more 
trustworthy than testimonials on a vendor's website. 

However, if a company has detailed reviews and case studies from businesses you recognize in your 
sector then there's a good chance these are genuine and trustworthy. You could even contact some of the 
companies to ask for their opinions of the software before contacting the vendor. 
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ABOUT GIVA 

 

Founded in 1999, Giva was among the first to provide 

a suite of help desk and customer service/call center 

applications architected for the cloud. 

Now, with hundreds of customer driven releases, the 

Giva Service Management™ Suite delivers an intuitive, 

easy-to-use design that can be deployed in just days and 

requires only one hour of training. Giva's robust, fast 

and painless reporting/analytics/KPIs quickly measure 

team productivity, responsiveness and customer 

satisfaction resulting in faster and higher quality 

decision-making. Customization and configuration are 

all point and click with no programming or consultants 

required to deliver a substantially lower total cost of 

ownership.  

Giva is a private company headquartered in Sunnyvale, 

California serving delighted customers worldwide.  
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