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Unvar nished Reviews Research

This report synthesizes data from 10,000+ verified user reviews and practitioner community posts collected
from G2, Capterra (762 Jira Service Management reviews), TrustRadius, Gartner Peer Insights, Peer Soot,
Spiceworks, Reddit r/sysadmin and r/ITSM, and Stack Overflow. Pricing data reflects CostBench verified
transaction data (82 ServiceNow purchases), independent implementation cost analysis, and enterprise
procurement benchmark data current as of June 2026. Full research methodology at

unvar nishedreviews.com/methodol ogy. Research Notes available on request at

editorial @unvar nishedreviews.com.

The Verdict Up Front

ServiceNow holds 44.4% of the enterprise ITSM market, the most dominant position of any platform in the
Unvarnished Reviews library. It isthe sole Leader in Gartner's 2025 Magic Quadrant for Al Applicationsin
IT Service Management. Its Now Assist generative Al engine integrates GPT, Gemini, and Claude with
built-in security governance and enterprise users report up to 30% reduction in ticket volumes. It is also the
platform where "the demo costs twice as much in practice, takes six months to configure, and still requires a
full-time admin just to keep it running", the most consistent I T leader complaint in the category. Total Year 1
for a500-user ITSM deployment: approximately $1 million including license, implementation, and admin
staff. ServiceNow does not publish pricing. All licensing is negotiated through a sales process. The median
customer pays $129,976/year from 82 verified purchases.

Jira Service Management (JSM) is Atlassian's ITSM platform, purpose-built for the organizations that
aready run Jira Software for development. Named a Leader in Forrester's Q4 2025 Wave for Enterprise
Service Management Platforms, JSM delivers ITSM that developers want to build with, connecting service
management directly to the Atlassian ecosystem that millions of development teams rely on. For organizations
already paying Atlassian enterprise contracts, JSM'sincremental cost is meaningfully lower than comparable
ServiceNow deployment. Its limitation: JISM's ITOM, HRSD, and enterprise governance capabilities don't
match ServiceNow's depth. The $810,000 cost difference between JSM Year 1 ($170K) and ServiceNow Y ear
1 ($980K) in adocumented enterprise deployment was justified by ServiceNow's module depth that JSM
cannot replicate.

Freshservice isthe fastest path to aworking ITSM setup in the category, praised consistently for clean
interface, low training overhead, and strong customer support at Growth tier and above. For organizations
with 50-2,000 employees that need I TIL-aligned incident, problem, change, and asset management without
ServiceNow's implementation complexity or JSM's Atlassian ecosystem dependency, Freshservice delivers



the most accessible production deployment in the category. Its ceiling: workflow automation at enterprise
scale and reporting depth at higher tiers are documented limitations that practitioners hit as organizations grow
past approximately 2,000 employees.

The universal pattern across all ITSM eva uations. the platform that looks right during the demo costs
significantly more in practice, takes longer to configure than scoped, and requires more ongoing
administration than estimated. This pattern applies most severely to ServiceNow, moderately to JSM, and
least severely to Freshservice, and should be the primary frame for any ITSM TCO model.

Platform Ratings at a Glance

ServiceNow 44]5 43/5 Sole Leader, ITSM Al MQ
2025

Jira Service Management 42/5 4.5/5 (762 reviews) Forrester Leader Q4 2025

Freshservice 46/5 45/5 Challenger

Freshservice's 4.6/5 G2 rating, the highest of the three, reflects the satisfaction of buyers who are using the
right platform for their scale. ServiceNow's 4.4/5 reflects genuine enterprise capability alongside the
implementation frustration that practitioners document at mid-market scale.

M arket Position

ServiceNow holds 44.4% of the ITSM market, the most dominant share of any single platform across all
categoriesin this research library. No other ITSM vendor is close. JSM and Freshservice compete primarily in
the mid-market segment where ServiceNow's cost and complexity create genuine openings.

ServiceNow's 2025 Gartner Al ITSM Magic Quadrant position as sole Leader reflects genuine differentiation:
Now Assist's integration of multiple LLMs (GPT, Gemini, Claude) with enterprise governance is the most
mature Al-ITSM capability available. Enterprise users document up to 30% ticket volume reduction and
meaningful resolution time improvements from Al-powered identification and automated logging.

JSM's Forrester Q4 2025 Wave Leader position reflects its collaborative devel opment-to-service workflow
strength, the platform's natural position in DevOps-aligned organizations where the boundary between
development ticketing (Jira Software) and I T service management (JSM) is deliberately blurred.

The ServiceNow Cost Reality: What the Demo Doesn't Show

ServiceNow does not publish pricing. Every deployment is custom-quoted. The following reflects CostBench
data from 82 verified purchases and multiple independent implementation analyses.



Thelicensing range: ITSM Standard: $100/user/month. Professional: $150/user/month. Enterprise:
$250/user/month. Custom/Elite: $300+/user/month.

The median contract: $129,976/year from 82 verified purchases. An 8% average discount is achievable
through negotiation, but competitive evaluation is required to generate it.

Theimplementation multiplier: Implementation services, integrations, and training add 50%-150% on top
of licensing costs. Typical enterprise implementation: $150,000-$500,000+. Large enterprise multi-unit
deployments: $800,000-$2.5 million over 6-9 months.

The 6 documented hidden costs beyond list price:

1. Implementation partner fees: $30,000-$150,000+ for initial deployment (cannot self-implement at
enterprise scale)

2. Additional modules beyond ITSM: $50-$150/user/month each (ITOM, CSM, SecOps, HRSD are separate)
3. Premium support: 15%-25% of license cost annually
4. Training and certification: $2,000-$5,000 per person
5. Integration costs: $15,000-$75,000/year in premium connector fees plus custom API devel opment
6. Ongoing administration; approximately one full-time admin per 500 users at $90,000-$130,000/year
The Year 1reality for a 500-user enterprise | TSM deployment:
+ License (ITSM Standard): ~$600,000
 Implementation: ~$275,000-$500,000
 Admin staff (2 FTEs): ~$180,000-$260,000
 Year 1total: approximately $1,000,000-$1,360,000

Thisis not atheoretical scenario. It is documented from real enterprise deployments by multiple independent
sources. Reddit practitioners specifically note: "When implementing, | think companies underestimate the
time and effort it takes to implement ServiceNow. Either because it's more difficult to create a proper
blueprint, or because scope changes.”

What Users Actually Report

ServiceNow: What Works
Gartner Peer Insights and G2 enterprise reviewers consistently identify three strengths: configurability for
complex cross-functional workflows, Al maturity through Now Assist, and reliable uptime at enterprise scale.

Now Assist, integrating GPT, Gemini, and Claude with built-in security governance, is specifically called out
as the most mature ITSM Al implementation in the category. Enterprise users document Al-powered incident
identification reducing ticket volumes by up to 30% and improving resolution times. The Al capability is not



bolt-on; it is architecturally integrated across incident management, change management, and the service
catalog.

ServiceNow's cross-functional scope, spanning I T, HR, customer service, facilities management, and legal
into a unified workflow platform, is the platform's most distinctive enterprise advantage. For global
enterprises where "I TSM" means enterprise-wide service delivery across multiple departments, ServiceNow's
platform breadth has no direct equivalent.

VVolume discounts at 1,000+ users can reduce per-user costs by 40%-50% for core ITSM modules, making the
per-user pricing at enterprise scale significantly more competitive than the headline rates suggest.

ServiceNow: What Doesn't Work

Licensing opacity generates consistent frustration. ServiceNow does not publish pricing. Practitioners
document that line items shift between sales calls, renewal costs exceed original contract expectations, and
module pricing is structured to compound with every expansion.

Implementation complexity is structural. ServiceNow requires specialized consultants, certified
administrators, and strong change management programs. Rollouts typically span 9-18 months. Organizations
without dedicated implementation budget and internal ServiceNow expertise consistently struggle to realize
the documented ROI.

The Ul feels dated compared to modern alternatives. Multiple independent reviews cite this as an area where
Freshservice and JSM deliver a noticeably more modern experience that drives higher end-user adoption
without training investment.

Upgrade cycles blocked by prior customizations. Organizations that have deeply customized their
ServiceNow instance, common at enterprise scale, document upgrade friction where new platform versions
conflict with existing customizations, requiring dedicated engineering effort to resolve.

Jira Service Management: What Works
G2 and Capterrareviewers consistently praise three areas: Atlassian ecosystem integration, devel oper-aligned
service management, and Rovo Al inclusion in Premium plans.

JSM's integration with Jira Software, connecting developer ticketsto I T service incidents, automatically
linking code deployments to change requests, and sharing a single project management environment, is the
platform's defining advantage for DevOps-aligned organizations. Practitioners describe the ability to see a
service incident linked directly to the code commit that caused it as operationally transformative for
development organizations.

Rovo Al, included in JSM Premium plans at no additional cost, provides Al-assisted ticket resolution,
knowledge base suggestions, and automated workflow routing. The price-to-Al valueratio is specifically cited
as favorable versus ServiceNow's Al-gated-behind-higher-tiers model.

The Atlassian ecosystem network effect, Jira Software, Confluence, Jira Service Management, and Trello,
means that organizations aready running Atlassian tools for development have lower switching costs to JSM
than to any other ITSM platform.



Jira Service Management: What Doesn't Work

Enter prise gover nance capabilitiestrail ServiceNow. JSM's ITOM, HRSD, and advanced governance
features don't match ServiceNow's module depth. The $810,000 Y ear 1 cost premium documented in areal
enterprise deployment, ServiceNow at $980K versus JSM at $170K, was specifically justified by these
capabilities.

Configuration complexity for non-developer teams. JSM's architecture is devel oper-first. IT teams without
Jira Software experience find the platform's configuration model less intuitive than Freshservice. For ITSM
deployments supporting primarily non-technical departments (HR, finance, facilities), JSM's

devel oper-orientation can reduce end-user adoption.

Atlassian pricing restructuring concern. JSM's March 2025 pricing restructure, similar to Figma's pattern of
raising prices after extended stability, is documented in practitioner communities. Organizations should model
Atlassian enterprise contract costs holistically, not JSM pricing in isolation.

Freshservicee What Works

G2 and Capterrareviewers consistently identify three strengths: fastest time to working ITSM setup, clean
low-training-overhead interface, and strong customer support at Growth tier and above.

The setup speed is documented as Freshservice's most distinctive advantage. Organizations deploying
Freshservice report production-ready ITSM in days to weeks, compared to JSM's weeks to months and
ServiceNow's 9-18 months. For I T teams under pressure to replace alegacy help desk quickly, Freshservice's
deployment speed is the most consequentia differentiator in the category.

Theinterface design, specifically contrasted with ServiceNow's dated Ul, is consistently described as
requiring minimal training for both IT agents and end users. Low training overhead trand ates directly to
higher adoption rates, which tranglates to the ticket deflection and resolution metrics that justify ITSM
investment.

ITIL alignment, incident, problem, change, and asset management, is delivered out-of-the-box without the
configuration investment that ServiceNow and JSM require. For organizations that need ITIL compliance
without ITIL implementation complexity, Freshservice delivers the fastest path.

Freshservice: What Doesn't Work

Workflow automation ceiling at enter prise scale. Practitioners consistently document hitting Freshservice's
automation limits as organizations grow past approximately 2,000 employees. Complex, multi-condition
workflow automation that ServiceNow handles natively requires workarounds in Freshservice.

Reporting depth at higher tiers. Freshservice's native reporting is less sophisticated than ServiceNow's at
enterprise data volumes. Organizations with complex cross-functional reporting regquirements describe
supplementing Freshservice with third-party Bl tools.

Auto-renewal contract terms are the most common billing complaint. Practitioners document renewal fees
applying before manual cancellation steps are taken, similar to the pattern documented across other SaaS
platformsin thislibrary.



Enter prise gover nance gap. Like JSM, Freshservice does not match ServiceNow's cross-functional
enterprise service delivery capability for ITOM, HRSD, and multi-department workflow automation.

Pricing Reality (June 2026)

ServiceNow (practitioner-reported and verified transaction data)

ITSM Standard ~$100/user/month Entry-level ITSM
ITSM Professional ~$150/user/month Advanced ITSM + Al
ITSM Enterprise ~$250/user/month Full platform
Custom/Elite ~$300+/user/month Fortune 500

Median verified contract: $129,976/year (82 CostBench purchases). | mplementation adds 50%-150% of
license cost. Admin staffing: ~1 FTE per 500 users.

Jira Service Management

N I =B

Free $0 Up to 3 agents
Standard $17.65/agent/month (annual) Core ITSM
Premium $44.27/agent/month (annual) Rovo Al included
Enterprise Custom Unlimited sites

The Atlassian ecosystem advantage: Organizations on Atlassian enterprise contracts often find JISM's
incremental per-agent cost lower than standalone pricing suggests, given volume bundling across Jira
Software, Confluence, and JSM.

Fresnservice
N S [
Starter $19/agent/month (annual) Basic ITSM
Growth $49/agent/month (annual) Full ITSM + automation
Pro $99/agent/month (annual) Advanced analytics
Enterprise $149/agent/month (annual) Enterprise governance

TCO Comparison: 500-Agent Enterprise Deployment, Year 1



Platform Implementation Admin Staff Year 1 Total

ServiceNow I TSM ~$600,000 $275,000-$500,000 $180,000-$260,000 ~$1,000,000-$1,360,000
Standard

JSM Premium ~$265,620 $80,000-$150,000 $90,000-$130,000 ~$435,000-$545,000
Freshservice Growth ~$294,000 $30,000-$80,000 $60,000-$90,000 ~$384,000-$464,000

The Year 1 TCO gap between ServiceNow and Freshservice at 500 agents runs approximately
$600,000-$900,000. Whether that premium is justified depends entirely on whether the organization needs
ServiceNow's enterprise module depth, ITOM, HRSD, cross-functional governance, that neither JSM nor
Freshservice can replicate.

The Decision Framework

Choose ServiceNow if:

 Your organization has 1,000+ employees with cross-functional service delivery requirements spanning IT,
HR, facilities, legal, or customer service

* You need the most mature Al-ITSM capability available, Now Assist's integration of multiple LLMswith
enterprise governance is genuinely differentiated

* You have budgeted for the full Year 1 cost, license, implementation partner, and admin staffing, before
signing

« You haveinternal ServiceNow expertise or have identified a certified implementation partner before the
contract is signed

 The $810,000-$900,000 premium over JSM or Freshserviceisjustified by specific capabilities (ITOM,
HRSD, governance) that you have explicitly mapped to business requirements

 You are alarge enterprise where volume discounts (40%-50% on core ITSM at 1,000+ users) materially
change the per-user economics

Choose Jira Service Management if:

 Your organization aready runs Jira Software for devel opment and the devel oper-to-service-management
workflow integration is operationally valuable

» DevOps alignment, linking service incidents to code changes, deployment records, and devel opment
tickets, isapriority

* You are on an Atlassian enterprise contract where JISM's incremental cost is lower than standal one pricing

* Your primary ITSM users are technical (developers, DevOps engineers, I T operations) rather than
non-technical departments

* You need Rovo Al capabilities without paying ServiceNow's Al module premium

Choose Freshserviceif:



 Your organization is 50-2,000 employees needing I TIL-aligned ITSM without ServiceNow's
implementation compl exity

 Speed to production matters, weeks rather than months
 End-user adoption without training investment is operationally important
 You do not need enterprise cross-functiona governance (ITOM, HRSD) that ServiceNow provides

« Your IT team does not have Jira Software in production and the Atlassian ecosystem dependency is not a
natural fit

The pre-signing checklist for ServiceNow specifically:
1. Get the full Year 1 cost in writing, license + implementation partner + admin staffing

2. Map every module you plan to use against the base license, ITOM, HRSD, CSM, SecOps are al separate
3. ldentify your certified implementation partner before signing, not after
4. Verify the implementation timeline, 9-18 monthsis typical, not exceptional

5. Get price protection for the full contract term, auto-renewal and module pricing changes are documented

TheBottom Line

ServiceNow, Jira Service Management, and Freshservice serve clearly differentiated organizationa profiles.
The most expensive ITSM mistake is deploying ServiceNow at mid-market scale without the implementation
budget and admin capacity to operate it, or deploying Freshservice at enterprise scale and hitting its
automation ceiling after 18 months of growth.

ServiceNow isthe most appropriate choice for large enterprises with complex cross-functional service
delivery requirements. Its Al maturity, market dominance, and module depth are genuine. Its cost opacity,
implementation complexity, and admin dependency are equally genuine. Budget for the full Year 1 cost,
approximately $1M at 500 users, before signing.

Jira Service Management is the most appropriate choice for DevOps-aligned organizations already running
Atlassian. Its devel oper-to-service integration is the most compelling workflow advantage in the category. Its
enterprise governance depth doesn't match ServiceNow, and the $810,000 Y ear 1 cost differencein a
documented enterprise comparison shows that premium was justified when those capabilities were the actual
requirement.

Freshservice is the most appropriate choice for mid-market organizations that need ITIL compliance without
implementation complexity. Its speed-to-production, clean interface, and strong support make it the most
accessible enterprise ITSM platform available. Its automation ceiling isreal, plan for the migration
conversation if your organization is growing rapidly toward 2,000 employees.

The finding that belongs in every ServiceNow evaluation: the median verified ServiceNow customer pays
$129,976/year, but implementation adds 50%-150% on top of licensing. The number that mattersis not the



license price. It isthetotal Year 1 cost including implementation, admin staffing, and the first round of
module additions that the initial scope always underestimates.
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