
5 SIGNS 
it's time to 

change your 
IT Service desk



Technology is changing the way we conduct business. Organizations that 

are early to embrace new technology will thrive, while those who fail to 

adapt will struggle to survive and get left behind.

Modern organizations demand agile IT teams who can respond to rapidly 

changing business demands. Legacy IT systems from the past don’t fit the 

bill anymore and have overstayed their welcome. It’s time to rethink your 

IT service desk.

A few organisations that have made the switch to Freshservice.

Freshservice is built to 
uncomplicate your 
IT service desk. 

Introduction



Jonas Christoffersen
CEO & Founder
ShowIT Media

Setting up Freshservice 
was like putting together 
LEGO blocks.
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You’re paying more
than you know

What you see is what 
you pay

Using a legacy system is an expensive affair. 

It starts with expensive agent and asset license 

fees that quickly escalate when you need 

additional modules. These add-ons come with 

exorbitant implementation fees and slowly but 

steadily increasing professional services fees. 

Now compound these costs over 3 years and 

you’ve just spent a bomb on what started as a 

simple ask for an IT service desk.

With Freshservice, what you see is what you 

get. Based on your team size and business 

complexity, pick one of our cloud subscription 

plans that is right for you. Freshservice works 

out-of-the-box and is easy-to-setup, configure 

and run, without any expert assistance. You 

don’t need an army of consultants to implement

Freshservice, nor a 500 page manual to help 

you navigate the product. You pay as you

use and there are no additional hidden costs.
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We conducted a quick study with customers who've moved away from legacy and on-premise systems

to put together this cost comparison of on-premise and cloud deployments. For a company with a

100 - member service team, the total costs are as follows:

The total cost of owning a cloud-based service desk is 50% lower than a legacy system

95,000 $
Agent License fees 
(per year) 120,000 $

2,000 $
Asset Management fees 
(per year) 20,000 $

20,000 $Implementation fees 100,000 $

NIL
On-going professional 
services (per year) 30,000 $

311,000 $
Total cost of 
ownership (3 years) 610,000 $

Freshservice costsLegacy system costs
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Your IT Service desk is 
slow to adapt to 
changes

Get up and running, 
quick and easy

Legacy systems in high growth businesses are 

square pegs in round holes. They are too 

complex for today’s agile and fast changing 

business world. Without in-house consultants 

and developers, companies struggle to manage 

implementations and ongoing changes. Every 

upgrade becomes a major project that requires 

substantial resources and time. It starts with 

the hunt for an external consultant, followed by 

commercial negotiations, a statement of work 

(SOW), months of custom development and 

deployment. The entire process takes anywhere 

from to months. As your team size and 

complexity grows, these implementation 

timeframes keep increasing. An IT service desk 

shouldn’t be this complicated.

Freshservice can be deployed in hours or days, 

not months. It is designed to work 

out-of-the-box and does not need an army of 

consultants to implement. Freshservice is 

designed to empower users with a modern and 

intuitive UI that requires minimal training and is 

customizable to IT and non-IT business 

processes. The core ITIL aligned product 

(Incident, change and release management) 

comes with additional outof-the-box features 

such as service catalogue and graphical 

workflow editor that are easily self deployable. 

One of our Fortune 500 customers captured this 

agility of Freshservice simply and beautifully. 

“Freshservice was able to create a service 

catalog workflow in 2 days that took 

ServiceNow 6 months and $30,000.”
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It was very easy. We just put our imagination to how we wanted 

the system to work and we had a couple of engineers from 

Freshservice working with us. It took two weeks to establish the 

complete system for us.

Abey EI Sayed
Centro Command Center Manager

CentroGS
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You’ve bought too 
much product

Extend your desk as 
you scale

A legacy system is like your household microwave 

oven. It’s filled with numerous features which you’ll 

never use. You end up using just the timer and the 

start button while you paid for a whole host of 

features. 

Similarly, your legacy IT service desk is extremely 

under utilised for the exorbitant prices you pay. It 

comes with too many unnecessary modules, features 

and sub-features, shrouded with layers of complexity. 

Such a service desk costs you more than just money. 

The endless list of features create mind boggling 

complexity for your team. They make the product 

clunky and hard to use. Every additional feature is one 

more thing to learn (and possibly misunderstand). 

Over time, this leads to reduced adoption and 

increased frustration, for both agents and end-users.

Freshservice is the swiss army knife of IT service 

desks; a single handy object with diverse 

applications. Freshservice can assign and 

resolve tickets, manage changes and approvals, 

setup automations and enable agent 

collaboration while being simple and 

user-friendly. Our focus is on combining 

usability and capability. Freshservice maintains 

a clean and intuitive user interface to ensure 

usability while scaling with your business. With 

an app-marketplace, extensive APIs and a 

developer SDK, Freshservice will stay relevant 

and address your growing business needs over 

the years.
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We just wanted something that we could easily get up and 

running–plug in and use, with appendages upfront–but then 

Freshservice had the additional functionality that let us configure it 

to our needs as we work.

Mark Heyworth
Head of ICT

Sellwood Housing
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Employees love to 
hate your IT Service desk

Deliver a user-centric 
experience

You just went through all the pain of configuring 

and implementing a legacy IT service desk in 

your company. You’re expecting fewer emails in 

your inbox, less footfalls at your desk and 

smoother operations. Much to your surprise, 

a year after implementation, agent fatigue is 

high and user adoption rates are extremely low. 

There are a whole host of reasons for this. 

Available, not accessible 

Selecting and implementing a service desk is 

only the first step to improved business 

processes. To ensure adoption of the service 

desk, accessibility is critical. Legacy systems 

Freshservice is designed with the user at the 

front and center. Whether it’s the modern, 

intuitive UI or its accessibility across other 

applications, Freshservice leverages technology 

to create better user experiences. For instance, 

using the graphical workflow editor, workflow 

changes can be made with a simple drag and drop 

UI in Freshservice, as opposed to the months of 

scripting it takes in a legacy IT service desk. 

Freshservice is accessible to end-users from 

multiple channels and devices such as Slack, 

Workplace and even a mobile app, so users can 

reach out to IT easily, no matter where they are.



fall short here. The IT portal is not easily accessible on mobile, is hard to 

find and creates barriers between end-users and the IT team, reducing 

adoption of the service desk.

Technology and process before people

As businesses grow, internal processes evolve. With complex legacy 

systems, most organizations struggle to manage the simplest workflow 

changes. This means you will constantly require external consultants to 

implement additional workflow changes or new features. Combined with 

a steep learning curve, this becomes a major challenge for IT service desk 

admins, agents and new hires on your team. With legacy systems, 

organizations are forced to work within the confines of this decade-old 

technology while IT across the globe is evolving to become increasingly 

user-centric. 

Poor design 

Legacy IT service desks are not designed to be user-centric. They are 

more of a digital form and less of an intuitive IT service desk. Legacy 

systems fill their interface with clunky, complicated features and multiple 

calls-to-action, leaving service desk agents dazed and confused. This 

experience can be strenuous for IT employees who spend hours working 

with these systems every single day.
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The Box integration is fundamental to our service desk. We sync all 

the files on our server with Box and directly connect to Box from our 

tickets. Freshservice has helped us save time as well as space – we 

collaborate a lot more efficiently with our clients now."

Ernesto Coalrusso
Managing Partner

Mipsmedia Inc.



05

5 signs it's time to move to Freshservice 10

Business considers IT 
a support function

Position IT as a business-
centric function

IT does not support the business anymore, it is a 

part of the business. The modern CIOs’ role is 

about using technology to create business value 

and to make the business successful. They help 

other teams become efficient, streamline 

operations and collaborate better. One way to do 

this is to bring teams together on a unified service 

desk and create a single window for all employee 

requests. Legacy IT service desks cannot be used 

by business users to improve their operations. 

They are clunky, hard to use, and come with 

complex IT processes that cannot be customized 

for non-IT teams. Additionally, the expensive 

license fees and implementation costs make the 

investment hard to justify. 

Using Freshservice, the IT team can empower 

others in the business. HR, finance, facilities and 

operations teams need a simple service desk 

that gets work done and doesn’t get in the way. 

They can collaborate on complex requests like 

employee onboarding which involves HR, 

finance, IT and facilities. Freshservice is agile 

and built to make a difference across functions 

and processes in your company, as and when 

you like - with zero scripting and no external 

consultants. For instance, the marketing team of 

an international bank moved away from emails 

to use Freshservice to streamline all content and 

design requests.  



Agents are happier after implementation of Freshservice. 

Top management has also observed the benefits and this has 

resulted in usage of Freshservice being expanded to multiple 

teams across broadcasting, payroll and engineering.

Ken Ngo-Ralston
Group IT Manager

Grant Broadcasters
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The highest rated service desk solution

A product by

www.freshservice.com

Validated data protection

GDPR ready SOC 2 compliant ISO 27001 US-EU Privacy Shield

with security certifications

About Freshservice

 Freshservice is a cloud-based IT service desk and that is quick to setup and easy to 
use and manage. Freshservice leverages ITIL  best practices to enable IT organisation 

to focus on what’s most important – exceptional service delivery and customer 
satisfaction. With its powerfully simple UI, Freshservice can be easily configured to 

support your unique business requirements and integrated with other critical 
business and IT systems.


