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ServiceNow

Zendesk

Cherwell

Incident
Management

Problem
Management

Change
Management

Asset
Management

Native integration with Jira
Software enables
seamless bug tracking and
development handoffs.
Supports major incident
management with war
rooms and stakeholder
notifications. Customizable
SLA tracking with
escalations.

Root cause analysis
templates integrate with
incident data. Links
problems directly to code
repositories for faster
resolution. Trend analysis
through native Jira
reporting.

Change advisory board
(CAB) workflows with
approvals. Risk
assessment scoring. Direct
integration with deployment
tools like Bitbucket and
GitHub. Visual change
calendar prevents conflicts.

Discovery and asset
tracking with Insight
(formerly Assets). Tracks
both IT assets and
business services.

Enterprise-grade incident
workflows with strong ITIL
alignment. Robust
categorization and
prioritization. Can be
complex to configure without
dedicated admin resources.

Comprehensive problem
management module with
known error database.
Strong correlation between
incidents and problems.
Steep learning curve for
team adoption.

Industry-leading change
management with
comprehensive risk
assessment. Collision
detection for conflicting
changes. Can require
significant configuration to
match your processes.

Powerful CMDB with
automated discovery.
Best-in-class for large,
complex IT environments.
Discovery tools require

Streamlined ticketing
interface that non-technical
staff can adopt quickly.
Strong omnichannel support
(email, chat, social). Limited
workflow customization
compared to enterprise
tools.

Basic problem tracking
available. Lacks advanced
root cause analysis
features. Better suited for
ticket resolution than
proactive problem
management.

Basic change tracking
suitable for small teams.
Lacks advanced approval
workflows and risk
management features found
in enterprise tools.

Basic asset tracking
available through
integrations. Not a core
strength of the platform.
Organizations with complex

ITIL-compliant processes
out of the box. Solid incident
tracking capabilities.
Interface can feel dated
compared to modern
alternatives.

ITIL-aligned problem
workflows included.
Adequate for standard
problem management
needs. Limited innovation in
this area.

Standard ITIL change
processes supported. Good
approval workflows. May
require customization for
complex change scenarios.

Built-in CMDB with asset
relationship mapping.
Handles standard asset
management well.
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Knowledge
Management

Self-Service
Portal

Mobile
Experience

Automation

Integrates with
configuration management
databases (CMDB). Strong
for software development
environments.

Confluence integration
provides powerful
knowledge base. Article
suggestions based on
ticket content. Easy
content creation for agents
and end users. Strong
search functionality.

Customizable service
catalog with request forms.
Portal theming matches
company branding without
coding. ChatOps
integration for Slack and
Microsoft Teams. Virtual
agent capabilities.

Native iOS and Android
apps with full functionality.
Agents can manage
tickets, approvals, and
assets on mobile. Clean,
responsive interface.

Automation rules with
triggers, conditions, and
actions. No-code
automation builder.

additional licensing and
setup.

Knowledge management
included but interface is less
intuitive. Content creation
workflow can be
cumbersome. Search
capabilities are adequate
but not standout.

Comprehensive self-service
options. Catalog
management is powerful but
complex. Portal
customization often requires
development expertise.

Mobile apps available but
functionality is limited
compared to web version.
Interface can be clunky on
smaller screens.

Extensive automation
through Flow Designer and
scripting. Most powerful
automation capabilities in

asset needs should consider
specialized tools.

User-friendly knowledge
base with good search.
Easy for end users to find
answers. Limited advanced
features like Al-powered
article suggestions.

Highly intuitive end-user
portal. Minimal training
required for adoption.
Service catalog features are
less robust than enterprise
platforms.

Strong mobile experience
for both agents and end
users. Intuitive
touch-optimized interface.
Mobile apps are a platform
strength.

Basic automation rules for
ticket routing and
responses. Workflow
automation is more limited

Discovery capabilities lag
behind ServiceNow.

Standard knowledge base
functionality. Adequate for
most use cases. Interface
and search experience
could be more modern.

Functional self-service
portal. Standard request
catalog. Portal design and
user experience feel less
polished than competitors.

Mobile capabilities are
limited. Mobile app exists
but lacks feature parity with
web version. Not ideal for
teams requiring mobile-first
workflows.

Automation available
through workflows.
Adequate for standard ITSM
processes. Less flexible
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Reporting &
Analytics

API &
Integrations

User
Experience

Integration with DevOps
tools enables sophisticated
workflows. Scripting
available for complex
scenarios.

Built-in dashboards and
JQL (Jira Query Language)
for custom reports.
Real-time metrics.
Integration with Bl tools like
Tableau and Power BI.
eazyBl add-on provides
advanced analytics.

REST API with extensive
documentation.
Marketplace with 8,000+
apps. Native Atlassian
ecosystem integration
(Confluence, Bitbucket,
Opsgenie). Webhook
support for real-time
integrations.

Modern, intuitive interface
familiar to development
teams already using Jira.
Consistent experience
across Atlassian products.
Regular UX updates.
Minimal training needed for
Jira users.

the market. Requires
technical expertise to fully
leverage.

Robust reporting and
analytics platform. Complex
report building capabilities.
Creating custom reports
requires training and
expertise.

Comprehensive APl and
integration framework.
Strong enterprise
application integrations.
Integration development can
be complex and
time-intensive.

Interface can feel dated and
cluttered. Significant
learning curve for new
users. Improving with recent
Ul updates but still behind
modern standards.

than enterprise platforms.
Suitable for straightforward
automation needs.

Clean, intuitive dashboards.

Pre-built reports cover
common use cases.
Advanced analytics require
third-party integrations or
higher-tier plans.

REST API available. App
marketplace has solid
selection. Integration
ecosystem is smaller than
JSM or ServiceNow.

Clean, simple interface is a
key differentiator. Minimal
clicks to complete tasks.
Designed with end-user
experience as priority.

than JSM or ServiceNow for
custom automation.

Standard ITSM reporting
included. Dashboards show
key metrics. Custom
reporting capabilities are
functional but not
exceptional.

API available for
integrations. Integration
options are adequate but
marketplace is limited. May
require custom development
for specific integrations.

Interface feels utilitarian and
dated. More clicks required
for common tasks. User
adoption can be challenging
without proper change
management.
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Implementation
Speed

Pricing (See
each vendor’s
site for exact,
up-to-date
pricing.)

Cloud deployment can be
operational in days.
Migration tools available for
common platforms.
Atlassian consulting
partners can accelerate
complex implementations.

Competitive per-agent
pricing. Scales
cost-effectively for growing
teams. Transparent pricing
tiers. Free tier available for
small teams (up to 3
agents).

Best Use Cases Organizations already in

Atlassian ecosystem.
Teams wanting tight
DevOps and ITSM
integration. Companies
needing balance of power
and usability. Growing
teams (10-1,000+ agents).
Development-centric IT
departments.

Lengthy implementation
timelines (often 6-12+
months for enterprise).
Requires significant
planning and resources.
Best suited for organizations
with dedicated project
teams.

Premium pricing reflects
enterprise positioning. Can
become expensive at scale.
Additional costs for modules
and integrations. Best ROI
for large organizations with
complex needs.

Large enterprises with
complex ITIL requirements.
Organizations with
dedicated ITSM admin
teams. Highly regulated
industries. Companies
needing deep
customization. Enterprises
with 500+ agents.

Quick setup and deployment
(typically days to weeks).
Intuitive configuration
reduces implementation
time. Limited customization
means faster time-to-value.

Affordable entry point with
straightforward pricing. Cost
increases with advanced
features. Good value for
small to mid-sized teams
focused on customer
support.

Small to mid-sized teams
prioritizing ease of use.
Customer service-focused
organizations. Teams
wanting quick deployment.
Companies with 5-100
agents. Organizations new
to ITSM.

Moderate implementation
timeline (typically 8-16
weeks). Requires planning
and configuration. Falls
between JSM's speed and
ServiceNow's complexity.

Mid-range pricing. Licensing
model can be complex.
Costs can add up with
required add-ons and
modules.

Mid-sized organizations with
standard ITIL needs.
Companies wanting
out-of-the-box ITIL
compliance. Teams with
25-300 agents.
Organizations seeking
middle-ground between
simplicity and enterprise
features.

Note: JSM consulting services can help organizations overcome implementation challenges, maximize automation capabilities, and customize
workflows to meet specific requirements. This makes JSM particularly attractive for teams wanting enterprise-grade ITSM without enterprise-level
complexity. Contact Sketch to learn more.

Disclaimer: This research is accurate to the best of our knowledge, and intended to kickstart research. Check each vendor’s site for additional
detail.


https://www.sketchdev.io/contact-us

