
Unlock peak productivity levels for your workforce

Run a seamless digital workplace with powerful workflows

Reduce workloads and simultaneouslyboost ITSM ROI

The AI-driven unified
service management
platform
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ManageEngine
A bootstrapped,private, and profitable company

20+ 280,000+
organizations across the
globe use our products

years in the
industry

60+
products for

IT management

6,000+
ManageEngineemployees

190
Countries served



Corp.offices Worldwide





Enterprise-gradePSA
and ITSM platform

Essentials of enterprise
ITAMon a single platform

Customer support
solution

AI-driven, unified
service management
solutions, powered by
ManageEngine

AI-driven unified service
managementplatform

On-premises | Cloud On-premises | Cloud

On-premises | Cloud On-premises



The reality:
Yourentire
workforce is
now digital-first

Yourmission :
is to attain peak IT
efficiency and ITSM
ROI for your company

But, there are challenges
at every step of the way



CIOs, IT service managers, & IT technicians
have a lot on their plate today

Demonstrate the business value of IT

Identify use cases to adopt and deploy GenAI within ITSM workflows

Modernize and orchestrate IT and enterprise workflows

Build and maintain a single source of truth on everything digital

Foster a digital workplace and unify service delivery

Break down application silos by converging IT and business
data into ITSM processes



But, here's what's holding you back

Expensive AI add-ons that impede
adoption and ROI

Complex workflows that don't flow
across a hybrid IT infrastructure

Fragmented IT configurationdata

Siloed tools that do not support
a shared services model

Lack of contextual integrations
into your tech stack

Solution challengesBusiness challenges
Moderate to flat IT budget growth

A shortage of skilled IT talent

Siloed business departments and
repetitive manual tasks across
every process flow



I&O leaders will overspend
by $2 billion on buying
unused features of ITSM
platforms in 2026, up from
$1 billion in 2021 - Gartner

Of course, a
modern ITSM
solution will
help you out,
but then...



A high-valueAI-driven service management

platform with transparent and flexible licensing

tiers. No unpredictableand runaway costs!

Intuitive automations, workflows, and

orchestration capabilities with a minimal learning

curve. Our customer education programs are

focused on educating administrators to rapidly

adopt the platform

A single platform to unify and deliver IT and

enterprise services with data and process

autonomous service desks

Here's how we are solving
the business challenges
for you with ServiceDesk Plus



High-value AI for ITSM to help unleash
peak productivity

Orchestration of IT and enterprise service
workflows from end to end

A single system of record for your entire
digital infrastructure

Digitization of workplace service delivery
with platform capabilities

Integrated with the IT and business apps
you love and rely on

Here's how we are solving
the solution challenges for
you with ServiceDesk plus



Here's how we are solving these challenges
for you with Service desk plus

We enable service delivery teams of all

sizes and maturity levels to infuse AI

across key ITSM practices and orchestrate

integrated IT and business workflows

from a unified service management

(USM) platform to deliver the desired

service experience to users across

the digital enterprise



How ServiceDesk Plus
powers up productivity
and the employee
experience,exponentially



High-value AI:
Get employees, technicians, and
process owners on the fast lane to
unparalleledproductivity

High-value AI = ready-to-deploy +
no licensing hassles + no overhead
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High-value AI for technicians
Let Zia triage, assign, or approve tickets instantly.Deliver thoughtful

support experiences by analyzing end-user emotions



High-value AI for technicians
Gain context at a glance with Zia and let it

draft responses, solutions, post-incident reviews in seconds



High-value AI for technicians
ServiceDesk Plus integrates with Microsoft Copilot, letting you act on tickets,

gain deeper insights, and perform actions in Microsoft 365 apps



High-value AI for employees
Empower your workforce by putting enterprise knowledge and services at

their fingertips, via conversations, ChatGPT,or voice



High-value AI for process owners
Stay ahead of disruptions with Zia's problem predictions and

change risk predictions.



High-value AI for process owners
Build and optimize IT and enterprise processes with Zia, which generates

low-code scripts, dashboards, and intelligent insights



Put your
Service
operations
on auto-pilot
with powerful workflows,
orchestrations, and iPaaS integrations
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Orchestrate incident responses, service delivery,
and IT changes with just a single touch



Translateyour process ideas into digital workflows
and life cycles to enforce consistency



Connect with over 650 apps and accelerate IT and business
workflows using Zoho Flow, the iPaaS platform from Zoho



Automate your process
flows by creating and
updating requests and
changes using Microsoft
Power Automate



Build the single
source of truth
for your digital
services, assets,
& components
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Say goodbye to ghost assets and compliance woes
Stay audit-readywith our leading-edgeITAMcapabilities, from discovery

and tracking to governanceand retirement



Minimize change failures and get to the root causes of
incidents faster with the CMDB within ServiceDesk Plus



Gain deep visibility over layer 2 devices, virtual device
hierarchies, and applicationdependencies by bringing in CIs

and relationships from other ManageEngineapplications

Service map in Site24x7 Relationship map in ServiceDesk Plus Cloud



Digitize your
workplace
service
operationson a
single platform
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Connect enterprise teams;
build niche processes;
and deploy bespoke
orchestrations, analytics,
and integrations



Build smart service experiences for IT,HR, facilities, legal, and payroll teams.
Spin up new autonomousservice desk instances in under a minute



Need to deploy bespoke processes like
hazard managementor risk registers?

Design them on our enterprise-gradecustom modules



Implement unique process logic with low-code custom functions.
Generate the code for custom functions with Zia, powered by ChatGPT



Spruce up your service desk interface and add custom functionalities
with widgets that display external informationor apps



Publish your own unique customizations and configurations as
extensions using our native developmentenvironment



Create persona-drivendashboardsusing table and graph widgets
that give insights at a glance without context switches



Integrate with
your favorite
IT and
business apps
TurnServiceDesk Plus into
your centerpieceof IT and
business operations
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Native integrations
with your IT and
business tech stack
Low-code scripting, REST APIs,
and webhooks are available



Augment your ITSM capabilities with apps and extensions
from the ManageEngineMarketplace



Youcan also publish your own unique customizations
and configurations as extensions using our native

developmentenvironment



Now, your question is:
What capabilities are
required to meet your
unique ITSM needs?



Identify the current scope of your ITSM practices
and their future evolution

Adoptionof full-fledged
ITIL® practices

Unifying enterprise-wide
workflows on a single platform

Custom solutions to achieve
organization-specificuse cases

Service orchestration that weaves
together disparate tools

IT and business integrations that
help orchestrate enterprise
business processes

Renewed focus on low-code
automation and digital workflows

Comprehensive IT asset discovery,
inventory tracking, and governance

Precise software license
compliance posture

Broader reportingwith
executive dashboards for
continuous optimization

Service delivery with ROI focus

AI-driven capabilities for productivity gains

IT as a strategic enabler

Routine ticketing

Timely resolutions and escalations

Fundamentalautomations to
cut down time spent on triage

Starting up on self-service
initiatives and knowledge
management

Simple reports to track
ticketing KPIs

Service desk operations



Yourservice
management
evolution,
powered by
ServiceDesk Plus



We are aligned
with your choices Available both in the cloud and on-premises

We don't rely on third-party data centers—our cloud solutions
run on ManageEngine-owneddata centers around the globe

Prefer another public cloud provider?
Available on AWS and Azure

Trulymultilingual: Available in 37 languages

Exceptional service management:Anytime, anywhere,
across browsers, Android, and iOS platforms

Benefit from complete
deployment flexibility



Derive tangible business value out of ITSM
Hear it from your peers

Reduced resolution
time from two days to
5-6 hours and
achieved a 98.9% SLA
compliance rate

achieved a
remarkable 98.8%
query resolution rate,
up from about 75%

achieves a remarkable
400% decrease in
customer response
time using
ServiceDesk Plus

hits 93% five-star
customer satisfaction
score with
ServiceDesk Plus

reduced service ticket
volume by 25%, enhancing
service managementwith
automations and
self-service solutions.

prevented asset loss
of $120,000using
asset management in
ServiceDesk Plus.



Centralized ticket managementstreamlines our
ability to swiftly track and resolve issues, enabling
proactive identificationof trends and preemptive
problem-solvingbefore minor issues escalate.

From an ITSM perspective alone, the result has
been phenomenal month-on-month:

What's the word
on the street?
Hear it from your peers

96% of tickets closed or resolved on first contact
94% of tickets closed or resolved within SLA
93% five-star customer satisfaction score

- Laurence Lai, head of IT service and operations, XMA



We were at 75% of resolving end user queries.
After implementingServiceDesk Plus, we met
our expectation and we reached 98.8%, and
that was a good number for us in terms of
handlingqueries on a priority basis. We
recommend to use ServiceDesk Plus because
it's very user-friendly,easy to learn, and we
can implement it very easily

- Neetu Yadav,IT manager, Lenskart

What's the word
on the street?
Hear it from your peers



Definitely like the ease of configuration [in
ServiceDesk Plus]. That's hard to find. I've
used some really big software solutions in the
past, and none of them have been quite that
easy.I love that I've been able to see some of
the processes that are already thought
through in [ServiceDesk Plus], which we had
to build from scratch in previous solutions

Briana Brown, VP of technology and innovation,
Denova Collaborative Health

What's the word
on the street?
Hear it from your peers



The automation features within
ServiceDesk Plus have greatly benefited our
business. They allow us to create custom
functions and business rules, providing a
tailored experience for our customers.
Recently,we successfully redesignedour
incident notification process and alerts
using ServiceDesk Plus, significantly
reducing manual reportingefforts in
managingapplicationoutages across the
business

Rickaye Brown, IT applications manager,
Digicel Group

What's the word
on the street?
Hear it from your peers



Our employee experience has been quite a
consistent one, which is great. They [end
users] know where to go and when to go.
What we found over the years of using it
[ServiceDesk Plus] is they don't ring up
individuals anymore, they go to the tool, and
they use it

Donna Milner, internal lead, ITSM and ICT service
desk manager, West YorkshireCombined Authority

What's the word
on the street?
Hear it from your peers



Helping IT and enterprise teams achieve unparalleled
efficiencies and deliver exceptional business outcomes for

nearly two decades



Named a Leader by IDC in the IDC MarketScape Worldwide IT
Service ManagementSoftware 2024

Recommended for:

Unified ManageEngineplatform with
capabilities spanning ITSM, ITOM, UEM,
PAM,and IAM

Native integrations that drive proactive and
predictive service delivery

Customer perceptionof value for money
and high ROI

Proactive and expertized customer support
and success teams



Named a Challengerand a Fast Mover in
the GigaOm Radar for ITSM 2024

Named a Notable Vendorby Forrester in
The Conversational AI Platforms for
Employee Service Landscape, Q1 2024

Named a RepresentativeVendorby Gartner
in the Market Guide IT Service Management
Platforms 2023



The AI-driven
unified service
managementplatform
that's ITIL-compatible
for core ITSM practices
Build and execute your ITSM processes with
powerful, highly programmableworkflows



Incident
management

Slow incident detection and
a reactive posture

Loads of guesswork during
incident response

Poor collaborationand
redundantwork

Difficulty in measuring impact
and pinpointingcause

Omnichannel incident detection
ITOM, UEM, SIEM tools; emails;
portal; mobile app; Microsoft
Teams;etc.

AI-powered automations and
visual workflows for triaging
and complete guidance on
incident response

Automated notifications and
collaborationhubs within the ITSM
platform, Microsoft Teams,Slack,
Zoho Cliq, etc.

A CMDB and a comprehensive
IT asset register with
contextual relationship
mapping and associations

Keeping the lights on shouldn't be
too difficult, but there are some
challenges every step of the way

Best practice strategiesThe barriers



Accelerated incident responses,
powered by ServiceDesk Plus

Incident
detection Incident logging

API integrations, web
forms, emails, virtual
agent, Microsoft Teams,
Slack, mobile app

Incident triage

AI predictions - Category,
subcategory,priority,template

Business Rules

Assignment
& notification

AI-driven technician
prediction

Notification Rules

Incident
troubleshooting

CMDB with visual Business
Views

IT asset management

Incident
communication

Announcements

Zia's Reply Assist and Text
Assist, powered by ChatGPT

Incident
resolution

Linking and merging
tickets

Closure Rules

Incident clustering -
Problem prediction

Problem and change
management

Incident
response and
collaboration

Root cause
analysis and

permanent fix

Observability solutions -
Site 24x7, OpManager,
Applications Manager,
Dynatrace

SIEM - Log360

UEMS - Endpoint Central

Integration with
Microsoft Teams,
Slack, and Zoho Cliq

Taskmanagement

Workflows and
Lifecycles





Problem
management

Siloed and ad-hoc root
cause analyses

No visibility into other ITSM
practices, like incident and
change management

No structured problem
managementprocesses or
root cause frameworks

Full-fledgedproblem
managementpractice with
custom forms to create
problem tickets

Association of changes and
incidents to problems, enabling
faster problem identification
and resolution

Visual problem workflows to
implement RCA frameworks such
as the five whys methodology

Without an established problem
managementpractice, IT teams
may find themselves grappling
with recurring IT issues

Best practice strategiesThe barriers



Problem logging

Intelligent clustering of similar
incidents - Problem prediction

Problem templates
Association of Incidents

Out-of-the-box and
custom fields

Preferred RCA
technique

Problem Life Cycles

Problem Workflows

Delegationof
RCA tasks

Taskmanagement

Stakeholder
communication

and approval

Criteria-basedapprovals

Problem Workflows

Fixing the
rootcause

Change management

Precise rootcause analysis and problem
management,powered by ServiceDesk Plus

Impact,
symptoms, and

other diagnostics





Service request
management

Numerous service touchpoints but
inconsistent experiences

Incomplete (and inaccurate)
information gathering

No coherent process flows for
different services

Avoidable delays resulting from
manual service delivery

Zero transparency on work progress

Enterprise service management that
helps break silos and create a single
service layer across the enterprise

Dynamic service request forms with
granular automation

Intelligent ticket triage and powerful
workflows to help ramp up
both productivity

Orchestration of tasks across your
hybrid IT environment, minimizing
manual touchpoints

Automated notifications and efficient
task management

Fulfilling routine user provisioningor
employee onboarding requests can be
chaotic when your tools lack modern
automation and workflow capabilities

Best practice strategiesThe barriers



CMDB with visual Business
Views

IT asset management

Exceptional productivity
and experiences, powered
by ServiceDesk Plus

Conversational
virtual agent

Ticket created for
reference and

password is reset

An enterprise
service portal

Automated
knowledgearticle

suggestion

L1 requests like
VPN provisioning

Service requests
for onboarding

employees

Repetitive
requests like

password resets

Accurate
information
collection

Approvals

Multi-level and condition-based
approvals Workflows

Technician
assignment &

delegation

TechnicianAuto Assign
AI-powered assignment
Taskmanagement

Templates,
Resource
Questions, Form
Rules, and Tasks

Service delivery
orchestration

Single-touchworkflow
automation

REST APIs and webhooks

Integrations:
ADManagerPlus

ADSelfService Plus
Microsoft Teams

Stakeholder
communication

Service
improvement

Sentiment Analysis by Zia
User Satisfaction Surveys

Automated
notifications

Zia's Reply Assist and
TextAssist, powered
by ChatGPT

Dedicated service desk
instances for IT,HR,
Facilities, Legal, and Payroll





IT asset
management

Non-traceabilityof hardware
assets, leading to security risks

Exposure to software license
compliance risks due to poor
license visibility

No correlation between assets
and their financial attributes

Comprehensive,multi-pronged
asset discovery across
networks, domains, and regions

Software asset discovery and
license management, shedding
light on underused, overused,
and expiring software licenses

Integrated purchase and
contract management to
streamline procurementand
track financial parameters
like depreciation

The ISO 27001, the CIS Critical
Security Controls, the PCI DSS, HIPAA,
& more demand a range of ITAM
capabilities, from asset discovery and
inventory management to asset loan
and software license management

Best practice strategiesThe barriers



IT asset
discovery

Domain and network scan
Unified ManageEngineagent
Remote scan script
Barcode, QR code, and RFID scan
Purchase management

Asset
classification

& tracking

Asset classification
Asset groups
Asset ownership

Asset financials &
replenishment

Depreciation
Contract management
Asset replenishment

Asset
provisioning

Auto-assign to
logged-inusers
Asset Loan Registry

Software asset
management

Software scan
Software licenses
Service packs

ITAMcompliance

Software license
compliance
Asset Audit

Software license
management

License auto-allocation
Renewal & expiry alerts
License agreements

Optimized
spending

Software reports

An ITAM-ledapproach to compliance and
cybersecurity,powered by ServiceDesk Plus





Change
enablement

Lack of unique change controls
for different types of changes

Numerous stakeholders siloed
across tools

Poor risk mitigation measures
due to lack of complete context

Minimal governanceand
oversight of high-risk changes

No staging or quality checks
leading to outages

Dynamic change request forms with unique
workflows to capture planning, rollout,
impact analysis, and risk information

A single change workspace with designated
roles and permissions

A unified ITSM platform with a CMDB
to help ascertain risks, impact, and
dependencies and track incidents

Workflow-driven CAB approvals,
ensuring condition-basedscrutiny of
every change

Tight alignment with release management
to drive change implementations into
production safely with release
managementworkflows

Driving digital transformationor
responding to emergency patch
fixes can be fraught with risks
when you're stuck with outdated
change enablementprocesses

Best practice strategiesThe barriers



Request for
a change

Change templates
Change types

Form rules

Stakeholder
collaboration

Change roles

Planning

Roll out plan, back out
plan, checklist

Change Workflows
Zia TextAssist

Risk & impact
assessment

Intelligent change risk
prediction

Change
advisory board

Multiple criteria-based
CABs

Implementation

Taskmanagementand
dependencies

UATand release

Release management

Closure
and review

Change workflows
Project management

Enterprise-readychange enablement,
powered by ServiceDesk Plus





Best practice strategiesThe barriers

IT release
management

Inability to handle different
types of releases

Managed in isolation from
change management

Poor visibility into configuration
dependencies

Weak oversight into release and
deployment activities

Unique release forms with
granular automations to capture
intricate details

Tight alignment with change
enablementand project
management, closing the
development loop

Integrated with a CMDB to
assist in risk assessment and
impact analysis

Automated workflows that
enforce compliance with
release policies

Secure and risk-free deployment
of releases into the production
environment is critical to avoid
unplanneddowntime



Release created
from a change

Change management
Release Templates

Planning &
development

Backout and rollout plans
Approvals
Notifications
Release Workflows

Planning

Testplans and
Issues Tasks

Review

Deployment

Review

Requests and Problems
caused by release

Closure

Closure Rules
Release Workflows

Successful release and deployment
management,powered by ServiceDesk Plus





Project
management

Expensive project
managementsoftware that
doesn't integrate with
ITSM tools

IT teams lack context on the
configuration landscape,
change approvals, or
release deployment

Poor oversight of
milestone achievements
and resource allocation

An ITSM platform with native
project management
capabilities, reducing
overhead like tool spending

Tight alignment with change
enablementand release
management,bringingclarity
into project implementation

Project management tools
like Gantt charts to better
plan and reach project
milestones with optimal
resource usage

Driving an enterprise-widedigital
transformationproject to fruition
typically involves unifying people,
data, and processes

Best practice strategiesThe barriers



Project initiated

Project Types
Project Templates

Planning &
development

Project Roles

Planning

Milestones and Tasks
Gantt Charts

Milestones
created as
IT changes

Associated Changes
CAB

Change Workflows

Taskdelegation

Resource management

Project review
and closure

Time sheet
Associated incident

closure

Successful and timely project execution,
powered by ServiceDesk Plus





Continual service
improvement

Data silos within ITSM practices
and teams that handle
incidents, service requests,
and changes

Limited or no reporting
automation

Complex dashboard
customizations stonewall
continual service
improvement plans

Poor correlationwith other IT
management trends

Manual toil to interpret large,
complex dataset

A single reporting and analytics
layer with an ITSM platform for
uniform data gathering and reporting

Prebuilt reports for popular KPIs
with flexibility to create ad-hoc
custom reports and schedule them

Flexible, no-code reporting
dashboards that reduce
time to insights

Integration with powerful, advanced
analytics solution to converge
cross-functional IT data

AI-driven conversational
assistance for automated insights
and suggestions

IT service delivery practices need to be
constantly scrutinized and optimized to
stay in sync with business goals and
industry standards

Best practice strategiesThe barriers



Trackingstandard
service desk KPIs

100+ canned reports
Prebuilt visual dashboards

Reporting on
unique KPIs

Custom reports
Query reports

Communicating
KPIs to C-suite

Scheduling reports

Dashboards

Visual dashboards
Table,Graph, and URL

widgets

Blended analytics -
ITSM + IAM + UEM +

ITOM

ManageEngine
Analytics Plus

AI-powered
decision

intelligence

Zia in Analytics Plus

Continual service improvementand decision
intelligence,powered by ServiceDesk Plus





Our
certifications



We are compliant with
internationalsecurity
and privacy standards

Compliant with ISO/IEC 27001, 27701,
27017, 27018, SOC 2 + HIPAA, TX-RAMP

Hosted in ManageEngine'sown data centers
that are compliant with SOC 1 TypeII and
SOC 2 TypeII as well as ISO 27001

The UK and EU data centers are certified as
compliant with Cyber Essentials



We run on our own
cloud infrastructure

Data centers spread across 18 countries,
including the US, the UK, Canada, India, the EU,
Australia, Japan, China, and Saudi Arabia

Youcan choose the data center where your
data will be stored

We don't rely on third-party data processors



Self-service implementationmodel
for SMBs,enterprise-grade

implementation for larger organizations

Expert product consultants scope, plan,

and design workflows

Thoughtful hypercare support during

and after onboarding

Three tiers of implementationservices:

Basic, Advanced, and Complete

Request your implementationquote

from your account manager.

Continuous customer enablement
by product experts

Masterclass series - Free monthly

live product training by ServiceDesk

Plus experts

Periodic healthchecks - Customer

success managers help identify

usage gaps and help improve

product adoption

Premium support program (Paid) -

Subject-matter experts provide

on-demandguidance at top-tier

response times

We don't run on Wallstreet capital;
ManageEnginerelies on its customers and their

success drives its business



Help
guide

Book
your free

demo

Customer stories
and testimonials

Masterclass
webinars

Pricing

ITSM best
practices

Resources to help you
get started with
ServiceDesk Plus
(Cloud)

https://www.manageengine.com/products/service-desk/itsm-demo.html
https://help.sdpondemand.com/home
https://www.manageengine.com/products/service-desk/itsm/itsm-best-practices.html
https://www.youtube.com/watch?v=bMQVYsFa_VM&list=PL-ISVwfVARie_rIlLp8yUnexvhFdqV39q
https://www.manageengine.com/products/service-desk/customers.html
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https://www.youtube.com/watch?v=bMQVYsFa_VM&list=PL-ISVwfVARie_rIlLp8yUnexvhFdqV39q
https://www.manageengine.com/products/service-desk/pricing.html
https://www.manageengine.com/products/service-desk/pricing.html
https://www.manageengine.com/products/service-desk/itsm/itsm-best-practices.html
https://www.manageengine.com/products/service-desk/itsm/itsm-best-practices.html
https://www.manageengine.com/products/service-desk/itsm/itsm-best-practices.html


Help
guide

Book
your free

demo

Customer stories
and testimonials

Masterclass
webinars

Pricing

ITSM best
practices

Resources to help you
get started with
ServiceDesk Plus
(On-premises)

https://www.manageengine.com/products/service-desk/itsm-demo.html
https://help.servicedeskplus.com/home
https://www.manageengine.com/products/service-desk/itsm/itsm-best-practices.html
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www.servicedeskplus.com


