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What can OpenText

Service Management do
for your organization?

Real results from existing customers

91 o/ of customers surveyed see positive business
o impact with OpenText” Service Management

Benefits achieved

62%

Standardized service delivery across IT and non-IT

58%

Better user experiences

53%

Faster ticket resolution

47 %

Higher user, agent, or IT productivity

43%

Greater self-service adoption

28%

Lower costs

25%

Lower volume of tickets

Average improvements achieved

T 25% v 23% v 17%

Self-service adoption Ticket resolution time Ticket volume

Top ITSM/ESM challenges driving adoption

50%

Low automation and manual processes

45%

Limited visibility into service performance

44%

Slow service delivery and high-ticket volume

449%

Poor user experiences

39%

Rising operational and maintenance costs

Reasons for choosing OpenText vs other vendors

61% 55% 51%

Single platform for IT Scalability to meet Positive vendor
and non-IT services future needs reputation and
support

43% 41%

Simpler deployment/ Lower costs (operational,
upgrades with minimal maintenance, licensing)
customizations

Most valued features

Strength of offering Intuitive user and Easy to add
covering both IT and agent interface functionality
non-IT use cases without coding

Single service Complete service
catalog visibility and

dependency mapping

TESTIMONIAL

opentext-

“OpenText Service Management gave us the clarity and automation we
needed to shift from scattered processes to a unified, data-driven service
organization—accelerating decisions and elevating the employee

experience.”
IT Vice Director 10
Large Enterprise Financials Company NPS
W UE verified: 02/17/2026 uevi.co/5148SHBY

Survey conducted by UserEvidence.

Explore customer reviews Learn about OpenText
and testimonials > Service Management >
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