
7 Scenarios that Mandate a Relook
 at your IT Service Management (ITSM) Strategy



INTRODUCTION

We understand that one size does not fit all! But ask yourself: Is your 

IT service management solution right-sized for your needs?

IT service management must compete for budgets in the same way that 

other hardware and software investments do, but with more staff working 

remotely, how can that budget provide more value? This scenario has 

today’s CIOs rethinking their ITSM strategy from an ROI, payback, and value 

perspective, juggling short-term, day-to-day incremental requirements 

against longer-term cultural changes.

Many CIOs are scratching their heads. Is my service desk investment paying 

off? Is my service desk delivering true business value? Are we incurring 

costs that are not under control? Are we able to leverage the service desk 

beyond IT use cases?

This e-book will enable you to dig deeper and find answers to such key 

questions that will help you to optimize your ITSM solution to become 

world-class by leveraging innovation that makes your budget deliver value. 

Based on our experience of working with businesses that have turned 

around their IT service management, here are the scenarios where we think 

there’s an opportunity to flip the switch on your ITSM strategy.



Scenario 1: Implementing minor workflow changes within your ITSM 
tool holding you back



Stop simple workflow changes within your ITSM tool from holding you back

With legacy service desks, critical request fulfillment capabilities are always under construction. 
But they have dependencies on an army of consultants, and minor workflow changes can extend 
way beyond your original timeline. 

With Freshservice, workflow changes can be made with a simple drag and drop UI, as opposed to 
the months of scripting taken by legacy IT service desks. This means you can implement changes 
more rapidly and ensure uninterrupted, always-on services for your employees.

The increasing amount of machine learning and AI has started to bear fruit with Freshservice. 
The team immediately understood the benefit and potential of using Freshservice’s simple 
drag-and-drop workflow automation and launched with about 10 workflows on day one. By 
continually identifying new workflow possibilities, within a couple of months they had 
automated almost 100 workflows.

- Iain Cameron, User Services Manager, University of Aberdeen

FLIP-THE-SWITCH 

Key fact

The “Total Economic Impact 
Study,” conducted by Forrester, 
found that customers of 
Freshservice were able to 
complete workflow change and 
change management requests 
faster compared to their previous 
legacy solution - resulting in 
improved IT operations 
efficiency of $527,109.



Scenario 2: High maintenance cost inflating the Total Cost of 
Ownership (TCO) of your ITSM tool



Optimize the TCO of your ITSM tool

Investing in large legacy service desks may seem like a safe choice initially, but this will stretch 
your budget because of expensive licenses, hidden costs, and recurring expenses. Ultimately, 
the TCO of your existing service desk will spiral. More often than not, this leads to long payback 
periods, slow time-to-value, and a struggle to achieve real ROI.

Freshservice provides a transparent, predictable, and controllable TCO. We offer transparent 
subscription plans, created for you as a pay-as-you-go model, with no hidden costs and easy 
management. You pay for what you use and nothing more.

FLIP-THE-SWITCH 

Four of Freshservice’s customers interviewed by Forrester for the Total Economic 
Impact (TEI) study already had an ITSM platform in place before switching to us. They 
cited pain points such as inflexibility and high ongoing operations and maintenance 
costs as reasons to find a new vendor. One interviewee mentioned that he was “concerned 
about the total cost of operations [TCO] of the ITSM platform.

Key fact

Retiring a legacy system yields 
substantial cost savings. While 
license fees are similar to 
Freshservice fees, the composite 
organization’s legacy solution 
required at least three software 
engineers for systems management. 
Eliminating this results in a cost 
savings of $1,212,853.
 
-  Forrester TEI Study of Freshservice



Scenario 3: Heavy reliance on external consultants to manage your ITSM tool



You don’t need to rely heavily on external consultants to manage your ITSM tool

Large, clunky service desks are built with custom code and require specialized skills to implement, 
maintain, and upgrade. The only way to do this is to call in the coders who built the platform, to 
begin with, and that’s expensive. Even for simple workflow changes, there’s a hunt for external 
consultants, commercial negotiations, creation of a statement of work, and then the need to map 
out elaborate project plans. 

At Freshservice, this is all needless, and we believe in simplicity and value. We provide you with an 
intuitive, out-of-the-box, highly configurable IT service desk that doesn’t take an army to 
implement or compel you to break the bank – now or in the future.

FLIP-THE-SWITCH 

Key fact

“After investing in Freshservice, 
IT teams could move tickets from 
individual emails to a centrally 
managed service desk portal, build 
a knowledge base system, and 
improve productivity by responding 
to similar requests with standard 
responses, while building a 
user-friendly service catalog. This 
all happened in a low-code 
platform that reduced reliance 
on [expensive, external] 
software engineers.”

-  Forrester TEI Study of Freshservice

Freshservice was the solution of choice for its ease of implementation, usability, value for 
money, and support. The support and response have been great. The product specialists and 
implementation partners respond to our tickets or queries within a short duration.

- Morten Nyland, IT Consultant, Plantagen



Scenario 4:  Breeding agent fatigue and end-user dissatisfaction due 
to a complex tool



Make it easy for your agents & end-users with an intuitive & intelligent ITSM tool

Legacy service desks are shrouded with layers of complexity. Built with heavy customizations, 
these features often break, leaving your agents to firefight the situation and also manage the 
product. This leads to agent fatigue and frustration, impacting productivity and ultimately 
delivering less end-user acceptance. They certainly cost you more than just money.

In this new era of remote work, employees must get their job done anywhere and without 
interruption. Freshservice is designed with the user front and center, in control of an intuitive 
system that makes their work-life more straightforward. Whether it’s the intuitive UI or its 
accessibility across other applications, Freshservice leverages innovation to simplify the service 
environment. Key information and workflows are readily available, empowering employees with 
a consumer-grade user experience in the channel of choice, whether MS Teams, Slack or 
Freshservice chatbot.

FLIP-THE-SWITCH 

 We wanted to get rid of the elephant in the room and move to the cloud. Freshservice is a 
robust IT service desk that didn’t add any complexity to the IT operations, unlike the other 
service desks we considered. The simplicity and obviousness of the interface made it the 
preferred choice for the agent.

- Romel Dababneh, Corporate IT Operations Manager, Aramex 

Key fact

All customers reported that 
Freshservice’s user interface was 
a key driver in their investment 
decisions. The simple and intuitive 
UI led to greater adoption rates and 
improvement in user satisfaction.

-  Forrester TEI Study of Freshservice



Scenario 5: Unable to extend your incumbent ITSM tool to other lines of 
business



Extend your ITSM tool to other lines of business

HR, Facilities, and Legal have similar operational and request fulfillment requirements as IT. But you 
aren’t able to extend your service desk to various lines of businesses owing to your service desk’s 
technical debt and cost structures.

Freshservice allows you to bridge silos, extend the benefits of ITSM to other lines of business, and 
deliver enterprise-wide service management at scale. You can achieve operational efficiencies and 
deliver exceptional employee experiences.

FLIP-THE-SWITCH 

Key fact

The flexibility of the Freshservice 
platform lends itself to other 
enterprise service management 
(ESM) use cases as well — such as 
for the management and delivery of 
other corporate shared services like 
human resources management, 
finance management, etc.

-  Forrester TEI Study of Freshservice
After thorough due diligence, Wake Forest University (WFU) decided to enroll in Freshservice, 
Freshworks ITSM suite, to modernize the campus IT services. Based on the user-friendly interface, 
cost-effectiveness, out of the box integration with other in-house applications like Workday, and 
the ease with which WFU was able to launch Freshservice - they decided to roll it out wider across 
the organization to the HR and Finance teams.



Scenario 6:  Struggling to figure the value from your service desk 
investment



Get transparent ROI from ITSM

According to a leading analyst firm, organizations that have not yet achieved high levels of 
Infrastructure & Operations (I&O) maturity struggle to demonstrate substantial value from their 
legacy service desk investments. The ability to track improvement initiatives requires an upgraded 
license, which comes at a significantly higher cost than the entry-level, which is a common issue for 
many organizations.

Freshservice increases process efficiency, effectiveness, and service agility by creating contextual 
and intelligent experiences using Artificial Intelligence (AI). We can improve agent productivity by 
triaging incoming tickets and providing Machine Learning (ML) powered suggestions and 
responses, thus putting time back into their day so they can focus on more strategic IT initiatives.

FLIP-THE-SWITCH 

Key fact

The customer interviews and 
financial analysis found that a 
composite organization experiences 
benefits of $3.41M over three 
years versus costs of $836K, 
adding up to a net present value 
(NPV) of $2.57M and an ROI of 
308%.

-  Forrester TEI Study of Freshservice

The management is very excited about Freshservice. IT now works better and 
delivers excellent results more efficiently.

– Audrey Parks, CIO, Salinas Valley Memorial Healthcare System



Scenario 7: Challenges with integrating incumbent service management 
tool within your existing tech stack



Your tech stack is our tech stack - Integrate with ease

Freshservice Integrates with your existing tech stack easily because we understand that integrating 
your service management tool to your existing digital infrastructure is the best way to unlock value. 
We’re built on innovative technology, easy integration, and open-source systems, so we’re looking 
to your future.

With cloud services that merge with your business processes, coupled with low code APIs that can 
be easily customized, we fit your needs. Freshservice is a solution that can be configured 
seamlessly. Our customers can extend their Freshservice solution via Freshworks Marketplace, 
where they can choose from thousands of apps developed by partners and Freshworks.

FLIP-THE-SWITCH 

Key fact

“Over 200 additional Freshservice 
applications are available on 
Marketplace, built by Freshservice 
and third-party developers. There is 
little need for development, and 
apps are easy to implement or 
integrate, which translates to faster 
deployment and time to value.”

-  Forrester TEI Study of Freshservice

After thorough due diligence, Wake Forest University (WFU) decided to enroll Freshservice, 
Freshworks ITSM suite, to modernize the campus IT services. Based on the user-friendly 
interface, cost-effectiveness, out of the box integration with other in-house 
applications like Workday, and the ease with which WFU was able to launch 
Freshservice - they decided to roll it out wider across the organization to the HR and 
Finance teams.



Freshservice is an intelligent, right-sized ITSM solution that delivers exceptional employee experiences with 
an intuitive, scalable, no-code solution. With its state-of-the-art AI and ML capabilities, Freshservice helps 
organizations ease an IT agent’s workload and improve their productivity by automating mundane tasks. In 
addition to its AI capabilities, Freshservice is flexible and scalable enough to be used by both: companies that 
rely on legacy systems in a hybrid cloud model and modernized organizations that run their IT operations 
entirely via the cloud. By deflecting repetitive requests, speeding up resolution times, and improving access 
to systems, Freshservice can streamline service management across all business lines in an enterprise.

Additional Reading Materials

1. Forrester Report: The Total Economic Impact of Freshservice on IT Service Management

2. Case Study: The University of Aberdeen achieves 94.57% CSAT with Freshservice

3. Case Study: Plantagen transforms its IT Service Desk with Freshworks’ ITSM suite

4. Case Study: Aramex improves agent productivity by 50% with Freshservice to foster a culture of innovation

5. Case Study: Wake Forest University leverages the “Forest Plan” of Freshworks to enhance campus service delivery

6. Case Study: Salinas Valley Memorial Healthcare System transforms its IT service desk to offer quality patient care services with Freshservice

About Freshservice

We’ve helped organizations of all sizes move their IT operations to Freshservice and enjoy the benefits of 
reduced upfront Capex, improved ROI, shorter payback period, speedy deployments, and greater IT agility. 

Visit us at www.freshservice.com to learn more about our product offerings.

https://freshservice.com/resources/case-study/university-of-aberdeen
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