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Service Desk vs HelpDesk
Our comprehensive analysis dives into the differences between the two. You'll understand 
how Easy Redmine empowers businesses across industries with its robust HelpDesk that 
surpasses even Jira Service Desk capabilities.

In the realm of IT management, several businesses find themselves pondering whether a 
service desk or a help desk is the right tool to optimize their operations. One popular choice 
that often surfaces is Jira Service Desk, recognized for its comprehensive features and robust 
functionalities. 

However, some businesses find that it may not fully align with their unique needs, leading 
them to explore alternatives. Among these alternatives, Easy Redmine, an enterprise open-
source solution, is an interesting contender. 

It stands out with its innovative HelpDesk feature that merges the reactive nature of 
traditional help desks with the proactive, service-oriented approach of service desks.

So which one is right for you? Let's find out.

Service Desk vs Help Desk:  
Delineating the Differences

The key differentiator between a Help Desk and Service Desk is their operational scope and 
methodology. 

A Help Desk emphasizes the rapid resolution of user issues, while a Service Desk offers 
a strategic, holistic approach to IT service management (ITSM), aligning IT services with 
business objectives and anticipating problems before they occur.

Easy Redmine HelpDesk:  
An Exceptional Choice

Leveraging the power of Easy Redmine’s Help Desk provides businesses with unique 
advantages. Its capability to convert emails into tickets with the added convenience of email 
domain-based ticket creation fosters increased efficiency and organization. 

Easy Redmine also excels in granular email management, allowing the processing of specific 
email folders and forwarding of processed emails.
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Advantages of Easy Redmine HelpDesk  
over Jira Service Desk

Easy Redmine’s HelpDesk proves to be a robust alternative to Jira Service Desk. It stands out 
with its configurability, allowing automatic ticket escalation based on the current status and 
elapsed time with no update. 

Moreover, its ability to connect tickets with knowledge articles for future quicker resolution 
provides a unique benefit over Jira. Easy Redmine also facilitates interaction with chat tools, 
offering a comprehensive solution.

Easy Redmine excels with unique features like email domain-based ticket creation and 
specific email folder processing—capabilities absent in Jira—allowing for superior 
organization and email management. 

Although Jira offers automatic ticket escalation, Easy Redmine counters this with its own 
escalation features and knowledge article links for faster resolution. 

Jira may natively integrate with Teams and Slack, but Easy Redmine competes effectively with 
its own chat tool integrations. Ultimately, Easy Redmine proves a versatile, capable alternative.

Easy Redmine Jira

Email domain-based ticket creation Lacks this feature

Processes specific email folders No such option

Automatic ticket escalation Based on the flexible condition

Ticket connection with knowledge articles Suggests similar tickets

Chat tool interaction Native integration with Teams and Slack

Successful deployment of Easy Redmine  
across industries

Easy Redmine has seen successful implementations across various industries. Its robust 
feature set, including efficient ticketing system, granular email management, and email-to-
ticket conversion, has helped businesses enhance their IT service management significantly.

Information Technology
With the ability to link emails to tickets automatically, tech companies can ensure rapid 
response times, efficient problem resolution, and streamlined communication both internally 
and externally.
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Retail & E-commerce 
Through email domain-based ticket creation, retailers can organize customer inquiries by 
product or service, making it easier to assign the right team to address them. It also improves 
the order return and complaint handling process.

Healthcare
By processing specific email folders, hospitals can filter patient inquiries, appointment 
requests, and other communications more effectively. Automatic ticket escalation ensures 
that critical matters are addressed in time, thereby enhancing patient care and satisfaction.

Education
HelpDesk allows educational institutions to configure different workflows for student, faculty, 
or technical inquiries. This capability, combined with auto-linking of messages to tickets, 
streamlines their administrative and IT tasks.

Hospitality
Businesses in the hospitality sector can interact with clients via chat tools and link these 
conversations to tickets for future reference. This feature enhances the guest experience, 
ensuring all their needs are met promptly and efficiently.

Financial Services
With automatic ticket escalation, banks and insurance companies can prioritize customer 
queries and issues based on their urgency. The ability to link tickets with knowledge articles 
can also aid in the quick resolution of common account-related queries.

By tailoring the HelpDesk functionalities to suit their unique needs, businesses in these 
industries can greatly enhance their service management and overall operational efficiency.

It simplifies service request organization and management, contributing to a more streamlined 
workflow. 

Moreover, Easy Redmine's customizable infrastructure aligns with unique business needs, 
promoting operational efficiency. 

www.easyredmine.com   /   3

http://www.easyredmine.com


Sales: sales@easyredmine.com
Support: support@easyredmine.com

Easy Software Ltd.
Kemp House, 152–160
City Road, EC1, 2NX London
United Kingdom

Conclusion: HelpDesk is the ideal choice for anyone 
looking for wider options

When it comes to deciding between a Service Desk and Help Desk, Easy Redmine provides a 
helpful, comprehensive solution that outshines competitors like Jira. 

With its unique features such as domain-based ticket creation, granular email 
management, automatic ticket escalation, and the ability to link tickets with knowledge 
articles, Easy Redmine delivers a powerful tool that can greatly enhance your business's IT 
service management.
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