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65% of IT Professionals Say the Top Benefit of
Enterprise Service Management (ESM) is Efficiency
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Introduction
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it’s clear efficiency is the priority and IT professionals (61%)
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remotely. This report details the survey’s key findings.



The Impact
ESMhasonIT
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the organization. Here are the top benefits IT has realized
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D DD Process improvements D DD Staff productivity

DD a Improved IT experience D DD Automated processes

DDD Streamlined operations DDD Report-






I'T professionals

collaborate the
most on ESM

Initiatives with these
departments
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The key to successful ESM implementations is IT working [
together with departments outside of IT. ESM initiatives could notll
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and other departments within an organization.
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of organizations leverage

IT Service Management
approaches
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work collaboratively
with other departments
on ESM initiatives
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define their desired
workflows jointly with IT






During this time,
the following issues
have increased:

000 - VPN issues
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the pandemic with everyone working remotely for IT, and 41% of other [
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Regarding quality/experience, 47% said their quality/experience hasll
not suffered because of remote work; 41% said sometimes their U
quality/experience suffered; and 12% report it definitely suffered.



Conclusion
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efficient and productive, especially when working with other
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The survey polled 385 IT professionals who have an [
Enterprise Service Management (ESM) process inll

place. Research was generated by lvanti [
in May and June of 2020.
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