






14.If a third party (vendor or another provider) manages the tool fully or partly, what is the 

annual cost of this managed service? (in £) Required to answer  
N/A 
 

15.What services are included in this third-party management? (Select all that apply) Required to 

answer Multiple choice.  
 Hosting (infrastructure, monitoring, backups) 
 Upgrades / patching (regular vendor releases, security fixes) 
 User support & incident fixes (end-user assistance, bug resolution, break/fix support) 
 Minor enhancements to existing modules (e.g., workflow changes, form updates, field/config 

changes) 
 Major changes (e.g., new modules, new integrations, significant redesign) 

 

16. If the tool is managed fully or partly in-house, what is the approximate FTE (full-time equivalent) effort required 
to manage it? Required to answer 

3.5 FTE 
 

17. For the following AI Service Management platform capabilities, please indicate the status. Required to answer 

 Already in place Implementing in 
next 6 months 

Planning to 
implement in next 
24 months 

No plans 

Native AI (AI 
features built into 
the Service 
Management 
platform by the 
vendor, e.g. auto-
classification, ticket 
routing, predictive 
analytics) 

Yes    

Generative AI (AI 
models that 
generate responses 
or knowledge 
articles, e.g. LLM-
driven virtual agents, 
automated 
knowledge base 
creation, 
summarisation of 
tickets) 

Yes    

Agentic AI (AI 
systems that can  Yes   




