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Summary: This article explores the transformative impact of Al in IT service management,
examining its applications, benefits, challenges, and future implications for the industry. We delve
into specific use cases, highlighting how Al is enhancing efficiency, improving user experience, and
driving innovation within IT support teams.

Introduction: The IT service management (ITSM) landscape is rapidly evolving, driven by the
increasing complexity of technology and the ever-growing demands of users. Artificial intelligence
(Al) is emerging as a powerful tool to address these challenges, promising to revolutionize how IT
support is delivered and managed. This article examines the various ways Al is being integrated into
ITSM, analyzing its impact on key aspects of the industry, and exploring the opportunities and
challenges it presents. Understanding the implications of Al in IT service management is crucial for
organizations aiming to maintain a competitive edge in today's digital world.

H1: Al-Powered ITSM: Transforming Key Functions

The application of Al in IT service management is not a single, monolithic solution but rather a
collection of targeted technologies designed to address specific needs. Key areas seeing significant
transformation include:

H2: Al-Driven Ticket Management and Automation:

One of the most visible applications of Al in IT service management is in the realm of ticket
management. Al-powered chatbots and virtual assistants can handle a significant portion of
incoming support requests, providing instant solutions to common issues and routing complex
problems to the appropriate human agents. This automation drastically reduces resolution times,
frees up human agents to focus on more complex tasks, and improves overall user satisfaction.
Machine learning algorithms can even predict potential issues based on historical data, allowing
proactive intervention and preventing service disruptions before they occur.

H2: Intelligent Automation for IT Operations:

Beyond ticket management, Al is transforming IT operations through intelligent automation. Al-



powered tools can automate repetitive tasks such as system monitoring, log analysis, and incident
response, freeing up IT staff to focus on strategic initiatives. Machine learning algorithms can
identify patterns and anomalies in system behavior, alerting IT teams to potential problems before
they escalate into major outages. This proactive approach to IT operations minimizes downtime and
improves overall system reliability.

H2: Proactive Problem Management and Predictive Analytics:

Al in IT service management enables proactive problem management through sophisticated
predictive analytics. By analyzing vast amounts of data from various sources, including system logs,
user feedback, and historical incident data, Al algorithms can identify potential problems before they
impact users. This allows IT teams to take preventative measures, minimizing disruptions and
improving service availability. This shift from reactive to proactive management is a significant
advantage offered by Al.

H2: Enhanced Self-Service Capabilities:

Al is powering more sophisticated self-service portals, enabling users to resolve issues
independently. Al-powered knowledge bases provide quick and accurate answers to frequently asked
questions, while intelligent search functionality helps users find relevant information quickly. This
reduces the burden on IT support teams and empowers users to take control of their own technical
issues.

H1: Challenges and Considerations in Implementing Al in IT Service Management

While the benefits of Al in IT service management are substantial, there are also challenges to
overcome:

H2: Data Quality and Integration:

Effective implementation of Al requires high-quality, consistent data. Integrating data from various
sources can be complex, requiring careful planning and execution. Data privacy and security are
also paramount concerns.

H2: Cost and Implementation:

Implementing Al-powered ITSM solutions can be expensive, requiring investment in new software,
hardware, and skilled personnel. Organizations need to carefully evaluate the costs and benefits
before embarking on an Al implementation project.

H2: Change Management and User Adoption:

Introducing Al-powered tools requires a change management strategy to ensure smooth user
adoption. Training and support are crucial to help users understand and effectively utilize the new
systems.

H2: Ethical Considerations and Bias:

Al algorithms can inherit biases present in the data they are trained on, leading to unfair or



discriminatory outcomes. It is crucial to address these ethical concerns and ensure fairness and
transparency in Al-powered ITSM solutions.

H1: The Future of Al in IT Service Management

The future of Al in IT service management is bright. As Al technologies continue to evolve, we can
expect even more sophisticated applications, including:

Hyper-personalization of support: Al will enable the delivery of highly personalized support
experiences, tailored to individual user needs and preferences.

Augmented reality (AR) and virtual reality (VR) support: AR and VR technologies will enhance the
capabilities of Al-powered support tools, providing more immersive and interactive support
experiences.

Predictive maintenance and self-healing systems: Al will enable the prediction and prevention of IT
issues, leading to self-healing systems that automatically resolve problems without human
intervention.

Conclusion:

Al is rapidly transforming IT service management, offering unprecedented opportunities to improve
efficiency, enhance user experience, and drive innovation. While challenges remain, the potential
benefits are significant. Organizations that embrace Al and strategically integrate it into their ITSM
processes will be well-positioned to thrive in the increasingly competitive digital landscape. The
adoption of Al in IT service management is not merely a trend; it's a fundamental shift in how IT
support is delivered and managed, paving the way for a more efficient, proactive, and user-centric
approach.

FAQs:

1. What is the return on investment (ROI) of Al in ITSM? The ROI varies depending on the
specific implementation, but many organizations report significant cost savings through
automation, reduced downtime, and improved user satisfaction.

1. How can I choose the right Al-powered ITSM solution for my organization? Consider your
specific needs, budget, and existing infrastructure. Look for solutions that integrate seamlessly
with your current systems and offer the features you require.

1. What are the security implications of using Al in ITSM? Data security and privacy are
paramount. Choose solutions with robust security features and comply with relevant
regulations.



1. How can I ensure my Al-powered ITSM system is unbiased? Use diverse and representative
datasets for training, regularly audit your algorithms for bias, and implement mechanisms for
human oversight.

1. What skills are needed to manage an Al-powered ITSM system? You'll need staff with expertise
in Al, data science, IT operations, and change management.

1. What is the role of human agents in an Al-driven ITSM environment? Human agents remain
crucial for handling complex issues, providing empathy, and ensuring ethical decision-making.
Al augments, not replaces, human agents.

1. How long does it typically take to implement an Al-powered ITSM solution? Implementation
timelines vary depending on the complexity of the solution and the organization's
infrastructure.

1. What are the key performance indicators (KPIs) to track the success of Al in ITSM? Track
metrics such as ticket resolution time, user satisfaction, system uptime, and cost savings.

1. Can Al in ITSM be used for small businesses? Yes, even small businesses can benefit from Al-
powered tools, such as chatbots and automated ticket routing. There are solutions available
tailored to smaller organizations.

Related Articles:

1. "Al-Powered Chatbots for Enhanced IT Support": Explores the use of Al chatbots for
automating common support requests and improving user experience.

1. "Machine Learning for Predictive Maintenance in IT Infrastructure": Focuses on the
application of machine learning to predict and prevent IT failures, minimizing downtime.



1. "The Ethical Implications of Al in IT Service Management": Discusses the ethical
considerations of using Al in ITSM, including bias and fairness.

1. "Integrating Al into Existing ITSM Frameworks": Provides guidance on integrating Al into
existing ITSM frameworks like ITIL.

1. "Case Studies: Successful Al Implementations in ITSM": Presents real-world examples of
successful Al deployments in IT service management.

1. "The Future of Work in IT Service Management with AI": Explores the impact of Al on the
roles and responsibilities of IT professionals.

1. "Overcoming the Challenges of Al Implementation in ITSM": Discusses common challenges
and provides strategies for successful implementation.

1. "Cost-Benefit Analysis of Al-Powered ITSM Solutions": Provides a framework for evaluating the
cost-effectiveness of Al in ITSM.

1. "Al and Cybersecurity in IT Service Management": Examines the intersection of Al and
cybersecurity within the context of IT service management.

ai in it service management: The AI-Powered Enterprise Seth Earley, 2020-04-28 Learn
how to develop and employ an ontology, the secret weapon for successfully using artificial
intelligence to create a powerful competitive advantage in your business. The Al-Powered Enterprise
examines two fundamental questions: First, how will the future be different as a result of artificial
intelligence? And second, what must companies do to stake their claim on that future? When the
Web came along in the mid-90s, it transformed the behavior of customers and remade whole
industries. Now, as part of its promise to bring revolutionary change in untold ways to human
activity, artificial intelligence--Al--is about to create another complete transformation in how
companies create and deliver value to customers. But despite the billions spent so far on bots and
other tools, Al continues to stumble. Why can't it magically use all the data organizations generate to



make them run faster and better? Because something is missing. AI works only when it understands
the soul of the business. An ontology is a holistic digital model of every piece of information that
matters to the business, from processes to products to people, and it's what makes the difference
between the promise of Al and delivering on that promise. Business leaders who want to catch the Al
wave--rather than be crushed by it--need to read The Al-Powered Enterprise. The book is the first to
combine a sophisticated explanation of how Al works with a practical approach to applying Al to the
problems of business, from customer experience to business operations to product development.

ai in it service management: Al as a Service Peter Elger, E6in Shanaghy, 2020-09-05 Al as a
Service is a practical handbook to building and implementing serverless Al applications, without
bogging you down with a lot of theory. Instead, you’ll find easy-to-digest instruction and two
complete hands-on serverless Al builds in this must-have guide! Summary Companies everywhere
are moving everyday business processes over to the cloud, and Al is increasingly being given the
reins in these tasks. As this massive digital transformation continues, the combination of serverless
computing and Al promises to become the de facto standard for business-to-consumer platform
development—and developers who can design, develop, implement, and maintain these systems will
be in high demand! Al as a Service is a practical handbook to building and implementing serverless
Al applications, without bogging you down with a lot of theory. Instead, you'll find easy-to-digest
instruction and two complete hands-on serverless Al builds in this must-have guide! Purchase of the
print book includes a free eBook in PDF, Kindle, and ePub formats from Manning Publications. About
the technology Cloud-based Al services can automate a variety of labor intensive business tasks in
areas such as customer service, data analysis, and financial reporting. The secret is taking
advantage of pre-built tools like Amazon Rekognition for image analysis or AWS Comprehend for
natural language processing. That way, there’s no need to build expensive custom software.
Artificial Intelligence (Al), a machine’s ability to learn and make predictions based on patterns it
identifies, is already being leveraged by businesses around the world in areas like targeted product
recommendations, financial forecasting and resource planning, customer service chatbots,
healthcare diagnostics, data security, and more. With the exciting combination of serverless
computing and Al, software developers now have enormous power to improve their businesses’
existing systems and rapidly deploy new Al-enabled platforms. And to get on this fast-moving train,
you don’t have to invest loads of time and effort in becoming a data scientist or Al expert, thanks to
cloud platforms and the readily available off-the-shelf cloud-based Al services! About the book Al as
a Service is a fast-paced guide to harnessing the power of cloud-based solutions. You'll learn to build
real-world apps—such as chatbots and text-to-speech services—by stitching together cloud
components. Work your way from small projects to large data-intensive applications. What's inside -
Apply cloud Al services to existing platforms - Design and build scalable data pipelines - Debug and
troubleshoot Al services - Start fast with serverless templates About the reader For software
developers familiar with cloud basics. About the author Peter Elger and Eéin Shanaghy are founders
and CEO/CTO of fourTheorem, a software solutions company providing expertise on architecture,
DevOps, and machine learning. Table of Contents PART 1 - FIRST STEPS 1 A tale of two
technologies 2 Building a serverless image recognition system, part 1 3 Building a serverless image
recognition system, part 2 PART 2 - TOOLS OF THE TRADE 4 Building and securing a web
application the serverless way 5 Adding Al interfaces to a web application 6 How to be effective with
Al as a Service 7 Applying Al to existing platforms PART 3 - BRINGING IT ALL TOGETHER 8
Gathering data at scale for real-world Al 9 Extracting value from large data sets with Al

ai in it service management: Communication Networks and Service Management in the Era of
Artificial Intelligence and Machine Learning Nur Zincir-Heywood, Marco Mellia, Yixin Diao,
2021-10-12 COMMUNICATION NETWORKS AND SERVICE MANAGEMENT IN THE ERA OF
ARTIFICIAL INTELLIGENCE AND MACHINE LEARNING Discover the impact that new technologies
are having on communication systems with this up-to-date and one-stop resource Communication
Networks and Service Management in the Era of Artificial Intelligence and Machine Learning
delivers a comprehensive overview of the impact of artificial intelligence (AI) and machine learning




(ML) on service and network management. Beginning with a fulsome description of ML and Al, the
book moves on to discuss management models, architectures, and frameworks. The authors also
explore how Al and ML can be used in service management functions like the generation of
workload profiles, service provisioning, and more. The book includes a handpicked selection of
applications and case studies, as well as a treatment of emerging technologies the authors predict
could have a significant impact on network and service management in the future. Statistical
analysis and data mining are also discussed, particularly with respect to how they allow for an
improvement of the management and security of IT systems and networks. Readers will also enjoy
topics like: A thorough introduction to network and service management, machine learning, and
artificial intelligence An exploration of artificial intelligence and machine learning for management
models, including autonomic management, policy-based management, intent based management,
and network virtualization-based management Discussions of Al and ML for architectures and
frameworks, including cloud systems, software defined networks, 5G and 6G networks, and
Edge/Fog networks An examination of Al and ML for service management, including the automatic
generation of workload profiles using unsupervised learning Perfect for information and
communications technology educators, Communication Networks and Service Management in the
Era of Artificial Intelligence and Machine Learning will also earn a place in the libraries of engineers
and professionals who seek a structured reference on how the emergence of artificial intelligence
and machine learning techniques is affecting service and network management.

ai in it service management: Artificial Intelligence for Managers Malay A. Upadhyay,
2020-09-17 Understand how to adopt and implement Al in your organization Key Features 7
Principles of an Al Journey The TUSCANE Approach to Become Data Ready The FAB-4 Model to
Choose the Right AI Solution Major Al Techniques & their Applications: - CART & Ensemble
Learning - Clustering, Association Rules & Search - Reinforcement Learning - Natural Language
Processing - Image Recognition Description Most Al initiatives in organizations fail today not
because of a lack of good Al solutions, but because of a lack of understanding of Al among its end
users, decision makers and investors. Today, organizations need managers who can leverage Al to
solve business problems and provide a competitive advantage. This book is designed to enable you to
fill that need, and create an edge for your career. The chapters offer unique managerial frameworks
to guide an organization's Al journey. The first section looks at what Al is; and how you can prepare
for it, decide when to use it, and avoid pitfalls on the way. The second section dives into the different
Al techniques and shows you where to apply them in business. The final section then prepares you
from a strategic Al leadership perspective to lead the future of organizations. By the end of the book,
you will be ready to offer any organization the capability to use Al successfully and responsibly - a
need that is fast becoming a necessity. What will you learn _Understand the major Al techniques &
how they are used in business. Determine which Al technique(s) can solve your business problem.
Decide whether to build or buy an Al solution. Estimate the financial value of an Al solution or
company. Frame a robust policy to guide the responsible use of Al. Who this book is for This book
is for Executives, Managers and Students on both Business and Technical teams who would like to
use Artificial Intelligence effectively to solve business problems or get an edge in their careers.
Table of Contents 1.Preface 2.Acknowledgement 3.About the Author 4.Section 1: Beginning an Al
Journey a. Al Fundamentals b. 7 Principles of an Al Journey c. Getting Ready to Use Al 5.Section 2:
Choosing the Right Al Techniques a. Inside the Al Laboratory b. How Al Predicts Values &
Categories c. How Al Understands and Predicts Behaviors & Scenarios d. How Al Communicates &
Learns from Mistakes e. How Al Starts to Think Like Humans 6.Section 3: Using Al Successfully &
Responsibly a. Al Adoption & Valuation b. Al Strategy, Policy & Risk Management 7.Epilogue

ai in it service management: 5G and Beyond Xingqin Lin, Namyoon Lee, 2021-03-25 This book
provides an accessible and comprehensive tutorial on the key enabling technologies for 5G and
beyond, covering both the fundamentals and the state-of-the-art 5G standards. The book begins with
a historical overview of the evolution of cellular technologies and addresses the questions on why 5G
and what is 5G. Following this, six tutorial chapters describe the fundamental technology



components for 5G and beyond. These include modern advancements in channel coding, multiple
access, massive multiple-input and multiple-output (MIMO), network densification, unmanned aerial
vehicle enabled cellular networks, and 6G wireless systems. The second part of this book consists of
five chapters that introduce the basics of 5G New Radio (NR) standards developed by 3GPP. These
include 5G architecture, protocols, and physical layer aspects. The third part of this book provides
an overview of the key 5G NR evolution directions. These directions include ultra-reliable
low-latency communication (URLLC) enhancements, operation in unlicensed spectrum, positioning,
integrated access and backhaul, air-to-ground communication, and non-terrestrial networks with
satellite communication.

ai in it service management: Exploring Service Science Henriqueta N6voa, Monica
Dragoicea, Niklas Kuhl, 2020-01-27 This book constitutes the proceedings of the 10th International
Conference on Exploring Service Science, IESS 2020, held in Porto, Portugal, in February 2020. The
28 papers presented in this volume were carefully reviewed and selected from 42 submissions. The
book includes papers that extend the view on different concepts related to the development of the
Service Science domain of study, applying them to frameworks, advanced technologies, and tools for
the design of new, digitally-enabled service systems. This book is structured in six parts, based on
the six main conference themes, as follows: Customer Experience, Data Analytics in Service,
Emerging Service Technologies, Service Design and Innovation, Service Ecosystems, and Service
Management.

ai in it service management: Artificial Intelligence Harvard Business Review, 2019 Companies
that don't use Al to their advantage will soon be left behind. Artificial intelligence and machine
learning will drive a massive reshaping of the economy and society. What should you and your
company be doing right now to ensure that your business is poised for success? These articles by Al
experts and consultants will help you understand today's essential thinking on what Al is capable of
now, how to adopt it in your organization, and how the technology is likely to evolve in the near
future. Artificial Intelligence: The Insights You Need from Harvard Business Review will help you
spearhead important conversations, get going on the right Al initiatives for your company, and
capitalize on the opportunity of the machine intelligence revolution. Catch up on current topics and
deepen your understanding of them with the Insights You Need series from Harvard Business
Review. Featuring some of HBR's best and most recent thinking, Insights You Need titles are both a
primer on today's most pressing issues and an extension of the conversation, with interesting
research, interviews, case studies, and practical ideas to help you explore how a particular issue will
impact your company and what it will mean for you and your business.

ai in it service management: Communication Networks and Service Management in the
Era of Artificial Intelligence and Machine Learning Nur Zincir-Heywood, Marco Mellia, Yixin
Diao, 2021-09-03 COMMUNICATION NETWORKS AND SERVICE MANAGEMENT IN THE ERA OF
ARTIFICIAL INTELLIGENCE AND MACHINE LEARNING Discover the impact that new technologies
are having on communication systems with this up-to-date and one-stop resource Communication
Networks and Service Management in the Era of Artificial Intelligence and Machine Learning
delivers a comprehensive overview of the impact of artificial intelligence (AI) and machine learning
(ML) on service and network management. Beginning with a fulsome description of ML and Al, the
book moves on to discuss management models, architectures, and frameworks. The authors also
explore how Al and ML can be used in service management functions like the generation of
workload profiles, service provisioning, and more. The book includes a handpicked selection of
applications and case studies, as well as a treatment of emerging technologies the authors predict
could have a significant impact on network and service management in the future. Statistical
analysis and data mining are also discussed, particularly with respect to how they allow for an
improvement of the management and security of IT systems and networks. Readers will also enjoy
topics like: A thorough introduction to network and service management, machine learning, and
artificial intelligence An exploration of artificial intelligence and machine learning for management
models, including autonomic management, policy-based management, intent based management,



and network virtualization-based management Discussions of Al and ML for architectures and
frameworks, including cloud systems, software defined networks, 5G and 6G networks, and
Edge/Fog networks An examination of Al and ML for service management, including the automatic
generation of workload profiles using unsupervised learning Perfect for information and
communications technology educators, Communication Networks and Service Management in the
Era of Artificial Intelligence and Machine Learning will also earn a place in the libraries of engineers
and professionals who seek a structured reference on how the emergence of artificial intelligence
and machine learning techniques is affecting service and network management.

ai in it service management: Al in Marketing, Sales and Service Peter Gentsch,
2018-10-22 Al and Algorithmics have already optimized and automated production and logistics
processes. Now it is time to unleash Al on the administrative, planning and even creative procedures
in marketing, sales and management. This book provides an easy-to-understand guide to assessing
the value and potential of Al and Algorithmics. It systematically draws together the technologies and
methods of AI with clear business scenarios on an entrepreneurial level. With interviews and case
studies from those cutting edge businesses and executives who are already leading the way, this
book shows you: how customer and market potential can be automatically identified and profiled;
how media planning can be intelligently automated and optimized with AI and Big Data; how
(chat)bots and digital assistants can make communication between companies and consumers more
efficient and smarter; how you can optimize Customer Journeys based on Algorithmics and Al; and
how to conduct market research in more efficient and smarter way. A decade from now, all
businesses will be AI businesses - Gentsch shows you how to make sure yours makes that transition
better than your competitors.

ai in it service management: Future Networks, Services and Management Mehmet Toy,
2021-11-24 This book describes the networks, applications, services of 2030 and beyond, their
management. Novel end-to-end network and services architectures using cloud, wired, wireless, and
space technologies to support future applications and services are presented. The book ties key
concepts together such as cloud, space networking, network slicing, AI/ML, edge computing, burst
switching, and optical computing in achieving end-to-end automated future services. Expected
future applications, services, and network and data center architectures to support these
applications and services in the year 2030 and beyond, along with security, routing, QoS, and
management architecture and capabilities are described. The book is written by recognized global
experts in the field from both industry and academia.

ai in it service management: Artificial Intelligence for HR Ben Eubanks, 2018-12-03 HR
professionals need to get to grips with artificial intelligence and the way it's changing the world of
work. From using natural language processing to ensure job adverts are free from bias and
gendered language to implementing chatbots to enhance the employee experience, Al has created a
variety of opportunities for the HR function. Artificial Intelligence for HR empowers HR
professionals to leverage this potential and use Al to improve efficiency and develop a talented and
productive workforce. Outlining the current technology landscape as well as the latest Al
developments, this book ensures that HR professionals fully understand what Al is and what it
means for HR in practice. Covering everything from recruitment and retention to employee
engagement and learning and development, Artificial Intelligence for HR outlines the value Al can
add to HR. It also features discussions on the challenges that can arise from Al and how to deal with
them, including data privacy, algorithmic bias and how to develop the skills of a workforce with the
rise of automation, robotics and machine learning in order to make it more human, not less. Packed
with practical advice, research and case studies from global organizations including Uber, IBM and
Unilever, this book will equip HR professionals with the knowledge they need to leverage Al to
recruit and develop a successful workforce and help their businesses thrive in the future.

ai in it service management: Managing Al in the Enterprise Klaus Haller, 2021-12-17
Delivering Al projects and building an Al organization are two big challenges for enterprises. They
determine whether companies succeed or fail in establishing Al and integrating Al into their digital




transformation. This book addresses both challenges by bringing together organizational and service
design concepts, project management, and testing and quality assurance. It covers crucial,
often-overlooked topics such as MLOps, IT risk, security and compliance, and Al ethics. In
particular, the book shows how to shape Al projects and the capabilities of an Al line organization in
an enterprise. It elaborates critical deliverables and milestones, helping you turn your vision into a
corporate reality by efficiently managing and setting goals for data scientists, data engineers, and
other IT specialists. For those new to Al or Al in an enterprise setting you will find this book a
systematic introduction to the field. You will get the necessary know-how to collaborate with and
lead Al specialists and guide them to success. Time-pressured readers will benefit from
self-contained sections explaining key topics and providing illustrations for fostering discussions in
their next team, project, or management meeting. Reading this book helps you to better sell the
business benefits from your Al initiatives and build your skills around scoping and delivering Al
projects. You will be better able to work through critical aspects such as quality assurance, security,
and ethics when building Al solutions in your organization. What You Will Learn Clarify the benefits
of your Al initiatives and sell them to senior managers Scope and manage Al projects in your
organization Set up quality assurance and testing for Al models and their integration in complex
software solutions Shape and manage an Al delivery organization, thereby mastering ML Ops
Understand and formulate requirements for the underlying data management infrastructure Handle
Al-related IT security, compliance, and risk topics and understand relevant Al ethics aspects Who
This Book Is For Experienced IT managers managing data scientists or who want to get involved in
managing Al projects, data scientists and other tech professionals who want to progress toward
taking on leadership roles in their organization’s Al initiatives and who aim to structure Al projects
and Al organizations, any line manager and project manager involved in Al projects or in
collaborating with Al teams

ai in it service management: Artificial Intelligence in Practice Bernard Marr, 2019-04-15
Cyber-solutions to real-world business problems Artificial Intelligence in Practice is a fascinating
look into how companies use Al and machine learning to solve problems. Presenting 50 case studies
of actual situations, this book demonstrates practical applications to issues faced by businesses
around the globe. The rapidly evolving field of artificial intelligence has expanded beyond research
labs and computer science departments and made its way into the mainstream business
environment. Artificial intelligence and machine learning are cited as the most important modern
business trends to drive success. It is used in areas ranging from banking and finance to social
media and marketing. This technology continues to provide innovative solutions to businesses of all
sizes, sectors and industries. This engaging and topical book explores a wide range of cases
illustrating how businesses use Al to boost performance, drive efficiency, analyse market
preferences and many others. Best-selling author and renowned Al expert Bernard Marr reveals how
machine learning technology is transforming the way companies conduct business. This detailed
examination provides an overview of each company, describes the specific problem and explains how
Al facilitates resolution. Each case study provides a comprehensive overview, including some
technical details as well as key learning summaries: Understand how specific business problems are
addressed by innovative machine learning methods Explore how current artificial intelligence
applications improve performance and increase efficiency in various situations Expand your
knowledge of recent Al advancements in technology Gain insight on the future of Al and its
increasing role in business and industry Artificial Intelligence in Practice: How 50 Successful
Companies Used Artificial Intelligence to Solve Problems is an insightful and informative exploration
of the transformative power of technology in 21st century commerce.

ai in it service management: Adoption and Implementation of Al in Customer Relationship
Management Singh, Surabhi, 2021-10-15 Integration of artificial intelligence (AI) into customer
relationship management (CRM) automates the sales, marketing, and services in organizations. An
Al-powered CRM is capable of learning from past decisions and historical patterns to score the best
leads for sales. Al will also be able to predict future customer behavior. These tactics lead to better



and more effective marketing strategies and increases the scope of customer services, which allow
businesses to build healthier relationships with their consumer base. Adoption and Implementation
of Al in Customer Relationship Management is a critical reference source that informs readers about
the transformations that Al-powered CRM can bring to organizations in order to build better
services that create more productive relationships. This book uses the experience of past decisions
and historical patterns to discuss the ways in which AT and CRM lead to better analytics and better
decisions. Discussing topics such as personalization, quality of services, and CRM in the context of
diverse industries, this book is an important resource for marketers, brand managers, IT specialists,
sales specialists, managers, students, researchers, professors, academicians, and stakeholders.

ai in it service management: Human-Centered AI Ben Shneiderman, 2022 The remarkable
progress in algorithms for machine and deep learning have opened the doors to new opportunities,
and some dark possibilities. However, a bright future awaits those who build on their working
methods by including HCAI strategies of design and testing. As many technology companies and
thought leaders have argued, the goal is not to replace people, but to empower them by making
design choices that give humans control over technology. In Human-Centered Al, Professor Ben
Shneiderman offers an optimistic realist's guide to how artificial intelligence can be used to augment
and enhance humans' lives. This project bridges the gap between ethical considerations and
practical realities to offer a road map for successful, reliable systems. Digital cameras,
communications services, and navigation apps are just the beginning. Shneiderman shows how
future applications will support health and wellness, improve education, accelerate business, and
connect people in reliable, safe, and trustworthy ways that respect human values, rights, justice, and
dignity.

ai in it service management: Handbook of Services and Artificial Intelligence Ada Scupola,
Jon Sundbo, Lars Fuglsang, Anders Henten, 2024-08-06 This Handbook examines the impacts of Al
on the innovation of services, service processes and business models. It presents state-of-the-art
conceptual and empirical evidence concerning uses and applications of Al in different service
sectors and from varying perspectives.

ai in it service management: Data Mining and Machine Learning Applications Rohit Raja,
Kapil Kumar Nagwanshi, Sandeep Kumar, K. Ramya Laxmi, 2022-03-02 DATA MINING AND
MACHINE LEARNING APPLICATIONS The book elaborates in detail on the current needs of data
mining and machine learning and promotes mutual understanding among research in different
disciplines, thus facilitating research development and collaboration. Data, the latest currency of
today’s world, is the new gold. In this new form of gold, the most beautiful jewels are data analytics
and machine learning. Data mining and machine learning are considered interdisciplinary fields.
Data mining is a subset of data analytics and machine learning involves the use of algorithms that
automatically improve through experience based on data. Massive datasets can be classified and
clustered to obtain accurate results. The most common technologies used include classification and
clustering methods. Accuracy and error rates are calculated for regression and classification and
clustering to find actual results through algorithms like support vector machines and neural
networks with forward and backward propagation. Applications include fraud detection, image
processing, medical diagnosis, weather prediction, e-commerce and so forth. The book features: A
review of the state-of-the-art in data mining and machine learning, A review and description of the
learning methods in human-computer interaction, Implementation strategies and future research
directions used to meet the design and application requirements of several modern and real-time
applications for a long time, The scope and implementation of a majority of data mining and machine
learning strategies. A discussion of real-time problems. Audience Industry and academic
researchers, scientists, and engineers in information technology, data science and machine and deep
learning, as well as artificial intelligence more broadly.

ai in it service management: The AI Book Ivana Bartoletti, Anne Leslie, Shan M. Millie,
2020-06-29 Written by prominent thought leaders in the global fintech space, The AI Book
aggregates diverse expertise into a single, informative volume and explains what artifical



intelligence really means and how it can be used across financial services today. Key industry
developments are explained in detail, and critical insights from cutting-edge practitioners offer
first-hand information and lessons learned. Coverage includes: - Understanding the Al Portfolio:
from machine learning to chatbots, to natural language processing (NLP); a deep dive into the
Machine Intelligence Landscape; essentials on core technologies, rethinking enterprise, rethinking
industries, rethinking humans; quantum computing and next-generation Al - Al experimentation and
embedded usage, and the change in business model, value proposition, organisation, customer and
co-worker experiences in today’s Financial Services Industry - The future state of financial services
and capital markets - what’s next for the real-world implementation of AlTech? - The innovating
customer - users are not waiting for the financial services industry to work out how Al can re-shape
their sector, profitability and competitiveness - Boardroom issues created and magnified by Al
trends, including conduct, regulation & oversight in an algo-driven world, cybersecurity, diversity &
inclusion, data privacy, the ‘unbundled corporation’ & the future of work, social responsibility,
sustainability, and the new leadership imperatives - Ethical considerations of deploying Al solutions
and why explainable Al is so important

ai in it service management: The AI Advantage Thomas H. Davenport, 2019-08-06 Cutting
through the hype, a practical guide to using artificial intelligence for business benefits and
competitive advantage. In The Al Advantage, Thomas Davenport offers a guide to using artificial
intelligence in business. He describes what technologies are available and how companies can use
them for business benefits and competitive advantage. He cuts through the hype of the Al
craze—remember when it seemed plausible that IBM's Watson could cure cancer?—to explain how
businesses can put artificial intelligence to work now, in the real world. His key recommendation:
don't go for the “moonshot” (curing cancer, or synthesizing all investment knowledge); look for the
“low-hanging fruit” to make your company more efficient. Davenport explains that the business
value Al offers is solid rather than sexy or splashy. AI will improve products and processes and make
decisions better informed—important but largely invisible tasks. Al technologies won't replace
human workers but augment their capabilities, with smart machines to work alongside smart people.
Al can automate structured and repetitive work; provide extensive analysis of data through machine
learning (“analytics on steroids”), and engage with customers and employees via chatbots and
intelligent agents. Companies should experiment with these technologies and develop their own
expertise. Davenport describes the major Al technologies and explains how they are being used,
reports on the Al work done by large commercial enterprises like Amazon and Google, and outlines
strategies and steps to becoming a cognitive corporation. This book provides an invaluable guide to
the real-world future of business Al. A book in the Management on the Cutting Edge series,
published in cooperation with MIT Sloan Management Review.

ai in it service management: Competing in the Age of AI Marco Iansiti, Karim R. Lakhani,
2020-01-07 a provocative new book — The New York Times Al-centric organizations exhibit a new
operating architecture, redefining how they create, capture, share, and deliver value. Now with a
new preface that explores how the coronavirus crisis compelled organizations such as
Massachusetts General Hospital, Verizon, and IKEA to transform themselves with remarkable speed,
Marco Iansiti and Karim R. Lakhani show how reinventing the firm around data, analytics, and Al
removes traditional constraints on scale, scope, and learning that have restricted business growth
for hundreds of years. From Airbnb to Ant Financial, Microsoft to Amazon, research shows how
Al-driven processes are vastly more scalable than traditional processes, allow massive scope
increase, enabling companies to straddle industry boundaries, and create powerful opportunities for
learning—to drive ever more accurate, complex, and sophisticated predictions. When traditional
operating constraints are removed, strategy becomes a whole new game, one whose rules and likely
outcomes this book will make clear. Iansiti and Lakhani: Present a framework for rethinking
business and operating models Explain how collisions between Al-driven/digital and
traditional/analog firms are reshaping competition, altering the structure of our economy, and
forcing traditional companies to rearchitect their operating models Explain the opportunities and



risks created by digital firms Describe the new challenges and responsibilities for the leaders of both
digital and traditional firms Packed with examples—including many from the most powerful and
innovative global, Al-driven competitors—and based on research in hundreds of firms across many
sectors, this is your essential guide for rethinking how your firm competes and operates in the era of
Al

ai in it service management: Al-Enabled Analytics for Business Lawrence S. Maisel, Robert ].
Zwerling, Jesper H. Sorensen, 2022-01-19 We are entering the era of digital transformation where
human and artificial intelligence (AI) work hand in hand to achieve data driven performance. Today,
more than ever, businesses are expected to possess the talent, tools, processes, and capabilities to
enable their organizations to implement and utilize continuous analysis of past business
performance and events to gain forward-looking insight to drive business decisions and actions.
Al-Enabled Analytics in Business is your Roadmap to meet this essential business capability. To
ensure we can plan for the future vs react to the future when it arrives, we need to develop and
deploy a toolbox of tools, techniques, and effective processes to reveal forward-looking unbiased
insights that help us understand significant patterns, relationships, and trends. This book promotes
clarity to enable you to make better decisions from insights about the future. Learn how advanced
analytics ensures that your people have the right information at the right time to gain critical
insights and performance opportunities Empower better, smarter decision making by implementing
Al-enabled analytics decision support tools Uncover patterns and insights in data, and discover facts
about your business that will unlock greater performance Gain inspiration from practical examples
and use cases showing how to move your business toward Al-Enabled decision making Al-Enabled
Analytics in Business is a must-have practical resource for directors, officers, and executives across
various functional disciplines who seek increased business performance and valuation.

ai in it service management: Artificial Intelligence in Healthcare Adam Bohr, Kaveh
Memarzadeh, 2020-06-21 Artificial Intelligence (Al) in Healthcare is more than a comprehensive
introduction to artificial intelligence as a tool in the generation and analysis of healthcare data. The
book is split into two sections where the first section describes the current healthcare challenges
and the rise of Al in this arena. The ten following chapters are written by specialists in each area,
covering the whole healthcare ecosystem. First, the Al applications in drug design and drug
development are presented followed by its applications in the field of cancer diagnostics, treatment
and medical imaging. Subsequently, the application of Al in medical devices and surgery are covered
as well as remote patient monitoring. Finally, the book dives into the topics of security, privacy,
information sharing, health insurances and legal aspects of Al in healthcare. - Highlights different
data techniques in healthcare data analysis, including machine learning and data mining - Illustrates
different applications and challenges across the design, implementation and management of
intelligent systems and healthcare data networks - Includes applications and case studies across all
areas of Al in healthcare data

ai in it service management: Implementing Service and Support Management Processes
Carrie Higday-Kalmanowitz, 2005-03-11 The purpose of this book is to provide practical process
guide for technical support centres. It is based on the ITAL processes covered in 'Service Support'
(ISBN 011330952X) and 'Service Delivery' (ISBN 0113309503) but also includes additional
processes as well as a Balanced Scorecard Service Model. Processes covered in the book are:
Financial and Operations Management; Knowledge Management; Configuration Management;
Change Management; Release Management; Incident Management; Problem Management; Service
Level Management; Capacity and Workforce Management; Availability Management; IT Service
Continuity Management; and Customer Satisfaction Measurement.

ai in it service management: Essential Information Systems Service Management Patel,
Rahul K., 2024-09-27 As organizations navigate the complexities of modern information systems
management (ISM), they face many challenges. Rapid technological advancements, changing
workplace structures, and mainstreaming remote work have underscored the need for clear roles,
responsibilities, and methods for interaction within ISM groups and with external stakeholders. This



lack of clarity can lead to inefficiencies, inconsistencies, and even breakdowns in communication,
hindering the organization's ability to manage its information systems effectively. Essential
Information Systems Service Management serves as a comprehensive solution to the challenges of
modern ISM. It uniquely compiles critical roles, responsibilities, workflows, processes, functions,
and methods for successfully managing contemporary information systems. By providing a clear
roadmap, this book empowers practitioners and students to navigate the evolving professional
landscape confidently and competently, ensuring they can contribute effectively to their
organizations.

ai in it service management: Enterprise Artificial Intelligence Transformation Rashed
Haq, 2020-06-10 Enterprise Artificial Intelligence Transformation Al is everywhere. From doctor's
offices to cars and even refrigerators, Al technology is quickly infiltrating our daily lives. Al has the
ability to transform simple tasks into technological feats at a human level. This will change the
world, plain and simple. That's why Al mastery is such a sought-after skill for tech professionals.
Author Rashed Haq is a subject matter expert on Al, having developed Al and data science
strategies, platforms, and applications for Publicis Sapient's clients for over 10 years. He shares that
expertise in the new book, Enterprise Artificial Intelligence Transformation. The first of its kind, this
book grants technology leaders the insight to create and scale their Al capabilities and bring their
companies into the new generation of technology. As Al continues to grow into a necessary feature
for many businesses, more and more leaders are interested in harnessing the technology within their
own organizations. In this new book, leaders will learn to master Al fundamentals, grow their career
opportunities, and gain confidence in machine learning. Enterprise Artificial Intelligence
Transformation covers a wide range of topics, including: Real-world AI use cases and examples
Machine learning, deep learning, and slimantic modeling Risk management of Al models Al
strategies for development and expansion Al Center of Excellence creating and management If
you're an industry, business, or technology professional that wants to attain the skills needed to
grow your machine learning capabilities and effectively scale the work you're already doing, you'll
find what you need in Enterprise Artificial Intelligence Transformation.

ai in it service management: Driving Results Through Social Networks Robert L. Cross,
Robert J. Thomas, 2009-01-09 Driving Results Through Social Networks shows executives and
managers how to obtain substantial performance and innovation impact by better leveraging these
traditionally invisible assets. For the past decade, Rob Cross and Robert ]J. Thomas have worked
closely with executives from over a hundred top-level companies and government agencies. In this
groundbreaking book, they describe in-depth how these leaders are using network thinking to
increase revenues, lower costs, and accelerate innovation.

ai in it service management: The Future of Management in an AI World Jordi Canals,
Franz Heukamp, 2019-10-07 Artificial Intelligence (AI) is redefining the nature and principles of
general management. The technological revolution is reshaping industries, disrupting existing
business models, making traditional companies obsolete and creating social change. In response, the
role of the manager needs to urgently evolve and adjust. Companies need to rethink their purpose,
strategy, organisational design and decision-making rules. Crucially they will also need to consider
how to nurture and develop the business leaders of the future and develop new ways to interact with
society on issues such as privacy and trust. Containing international insights from leading figures
from the world of management and technology, this book addresses the big challenges facing
organisations, including: - Decision-making - Corporate strategy - People management and
leadership - Organisational design Taking a holistic approach, this collection of expert voices
provides valuable insight into how firms will discover and commit to what makes them unique in this
new big data world, empowering them to create and sustain competitive advantage.

ai in it service management: AI-Driven Intelligent Models for Business Excellence Samala
Nagaraj, Korupalli V. Rajesh Kumar, 2022 As digital technology is taking the world in a revolutionary
way and business related aspects are getting smarter this book is a potential research source on the
Artificial Intelligence-based Business Applications and Intelligence--



ai in it service management: The Feeling Economy Roland T. Rust, Ming-Hui Huang,
2021-01-19 As machines are trained to “think,” many tasks that previously required human
intelligence are becoming automated through artificial intelligence. However, it is more difficult to
automate emotional intelligence, and this is where the human worker’s competitive advantage over
machines currently lies. This book explores the impact of Al on everyday life, looking into workers’
adaptation to these changes, the ways in which managers can change the nature of jobs in light of Al
developments, and the potential for humans and Al to continue working together. The book argues
that Al is rapidly assuming a larger share of thinking tasks, leaving human intelligence to focus on
feeling. The result is the “Feeling Economy,” in which both employees and consumers emphasize
feeling to an unprecedented extent, with thinking tasks largely delegated to Al. The book shows both
theoretical and empirical evidence that this shift is well underway. Further, it explores the effect of
the Feeling Economy on our everyday lives in the areas such as shopping, politics, and education.
Specifically, it argues that in this new economy, through empathy and people skills, women may gain
an unprecedented degree of power and influence. This book will appeal to readers across disciplines
interested in understanding the impact of Al on business and our daily lives. It represents a bold,
potentially controversial attempt to gauge the direction in which society is heading.

ai in it service management: An Education in Service Management - A guide to building a
successful service management career and delivering organisational successAn Education in Service
Management - A guide to building a successful service management career and delivering
organisational success David Barrow, 2023-12-11 An Education in Service Management - A guide to
building a successful service management career and delivering organisational success IT is a
business-critical function. It delivers experiences, stimulates strategic shifts, and protects
organisations from theft, cyber attacks, and the related regulatory, reputational and financial
impacts. ITSM is a critical element of IT that is often misunderstood. In this book, the author and his
network of associates demystify ITSM and help you understand how: Working in or with ITSM
enables you to build a career that spans global industries, locations and sectors; ITSM roles vary
from service desk analyst to chief technology officer or consultant; and As a CTO, a CIO or an
organisational leader, you can enable your teams to deliver exceptional digital experiences that
delight your consumers, partners and customers.

ai in it service management: Enterprise Service Management (ESM) Enamul Haque,
2022-12-19 This book has the most simplified explanations of Enterprise Service Management with
little technical jargon. Enterprise Service Management (ESM) describes how organisations aim to
maximise value creation in line with the organisation's mission. It provides a source of elegance and
structure when the world becomes more chaotic, with new techniques and technology vying for our
attention. In this book, we explored some key trends driving ESM adoption across industries today.
These include cloud computing, DevOps workflows, Al, blockchain, metaverse and many other
collaboration tools, which have become increasingly popular with IT organisations over the past few
years. You will find step-by-step guidelines for streamlining your ESM journey and other corporate
objectives. You will understand business disruption and digital transformation - all influencing such
adoption for an enterprise to function today. The main features include setting up your ESM
strategy, ESM implementation methods, ESM operating model, and future trends in ITSM. We
looked into the metaverse, blockchain, ESG etc., their ways of shaping the ESM platforms, and many
more features that the ESM roadmap would require.

ai in it service management: Human + Machine Paul R. Daugherty, H. James Wilson,
2018-03-20 Al is radically transforming business. Are you ready? Look around you. Artificial
intelligence is no longer just a futuristic notion. It's here right now--in software that senses what we
need, supply chains that think in real time, and robots that respond to changes in their environment.
Twenty-first-century pioneer companies are already using Al to innovate and grow fast. The bottom
line is this: Businesses that understand how to harness Al can surge ahead. Those that neglect it will
fall behind. Which side are you on? In Human + Machine, Accenture leaders Paul R. Daugherty and
H. James (Jim) Wilson show that the essence of the Al paradigm shift is the transformation of all



business processes within an organization--whether related to breakthrough innovation, everyday
customer service, or personal productivity habits. As humans and smart machines collaborate ever
more closely, work processes become more fluid and adaptive, enabling companies to change them
on the fly--or to completely reimagine them. Al is changing all the rules of how companies operate.
Based on the authors' experience and research with 1,500 organizations, the book reveals how
companies are using the new rules of Al to leap ahead on innovation and profitability, as well as
what you can do to achieve similar results. It describes six entirely new types of hybrid human +
machine roles that every company must develop, and it includes a leader’s guide with the five
crucial principles required to become an Al-fueled business. Human + Machine provides the missing
and much-needed management playbook for success in our new age of AI. BOOK PROCEEDS FOR
THE Al GENERATION The authors' goal in publishing Human + Machine is to help executives,
workers, students and others navigate the changes that Al is making to business and the economy.
They believe Al will bring innovations that truly improve the way the world works and lives.
However, Al will cause disruption, and many people will need education, training and support to
prepare for the newly created jobs. To support this need, the authors are donating the royalties
received from the sale of this book to fund education and retraining programs focused on developing
fusion skills for the age of artificial intelligence.

ai in it service management: Artificial Intelligence in Customer Service Jagdish N. Sheth,
Varsha Jain, Emmanuel Mogaji, Anupama Ambika, 2023-08-17 This edited volume elucidates how
artificial intelligence (AI) can enable customer service to achieve higher customer engagement,
superior user experiences, and increased well-being among customers and employees. As customer
expectations dictate 24/7 availability from service departments and market pressures call for lower
costs with higher efficiency, businesses have accepted that Al is vital in maintaining customer
satisfaction. Yet, firms face tough challenges in choosing the right tool, optimizing integration, and
striking the appropriate balance between Al systems and human efforts. In this context, chapters in
this book capture the latest advancements in Al-enabled customer service through real-world
examples. This volume offers a global perspective on this contemporary issue, covering topics such
as the use of Al in enhancing customer well-being, data and technology integration, and customer
engagement.

ai in it service management: Research Handbook on Public Management and Artificial
Intelligence Yannis Charalabidis, Rony Medaglia, Colin van Noordt, 2024-02-12 This pioneering
Research Handbook on Public Management and Artificial Intelligence provides a comprehensive
overview of the potentials, challenges, and governance principles of Al in a public management
context. Multidisciplinary in approach, it draws on a variety of jurisdictional perspectives and
expertly analyses key topics relating to this socio-technical phenomenon.

ai in it service management: Services Marketing: People, Technology, Strategy (Ninth
Edition) Jochen Wirtz, Christopher Lovelock, 2021-10-15 Services Marketing: People, Technology,
Strategy is the ninth edition of the globally leading textbook for Services Marketing by Jochen Wirtz
and Christopher Lovelock, extensively updated to feature the latest academic research, industry
trends, and technology, social media, and case examples.This book takes on a strong managerial
approach presented through a coherent and progressive pedagogical framework rooted in solid
academic research. It features cases and examples from all over the world and is suitable for
students who want to gain a wider managerial view.Supplementary Material Resources:Resources
are available to instructors who adopt this textbook for their courses. These include: (1) Instructor's
Manual, (2) Case Teaching Notes, (3) PowerPoint deck, and (4) Test Bank. Please contact
sales@wspc.com.Key Features:

ai in it service management: Demystifying Al for the Enterprise Prashant Natarajan, Bob
Rogers, Edward Dixon, Jonas Christensen, Kirk Borne, Leland Wilkinson, Shantha Mohan,
2021-12-30 Artificial intelligence (Al) in its various forms -- machine learning, chatbots, robots,
agents, etc. —- is increasingly being seen as a core component of enterprise business workflow and
information management systems. The current promise and hype around Al are being driven by




software vendors, academic research projects, and startups. However, we posit that the greatest
promise and potential for Al lies in the enterprise with its applications touching all organizational
facets. With increasing business process and workflow maturity, coupled with recent trends in cloud
computing, datafication, IoT, cybersecurity, and advanced analytics, there is an understanding that
the challenges of tomorrow cannot be solely addressed by today’s people, processes, and products.
There is still considerable mystery, hype, and fear about Al in today’s world. A considerable amount
of current discourse focuses on a dystopian future that could adversely affect humanity. Such
opinions, with understandable fear of the unknown, don’t consider the history of human innovation,
the current state of business and technology, or the primarily augmentative nature of tomorrow’s Al.
This book demystifies Al for the enterprise. It takes readers from the basics (definitions,
state-of-the-art, etc.) to a multi-industry journey, and concludes with expert advice on everything an
organization must do to succeed. Along the way, we debunk myths, provide practical pointers, and
include best practices with applicable vignettes. Al brings to enterprise the capabilities that promise
new ways by which professionals can address both mundane and interesting challenges more
efficiently, effectively, and collaboratively (with humans). The opportunity for tomorrow’s enterprise
is to augment existing teams and resources with the power of Al in order to gain competitive
advantage, discover new business models, establish or optimize new revenues, and achieve better
customer and user satisfaction.

ai in it service management: Transforming the IT Services Lifecycle with AI Technologies
Kristof Kloeckner, John Davis, Nicholas C. Fuller, Giovanni Lanfranchi, Stefan Pappe, Amit Paradkar,
Larisa Shwartz, Maheswaran Surendra, Dorothea Wiesmann, 2018-09-20 As more and more
industries are experiencing digital disruption, using information technology to enable a competitive
advantage becomes a critical success factor for all enterprises. This book covers the authors’
insights on how Al technologies can fundamentally reshape the IT services delivery lifecycle to
deliver better business outcomes through a data-driven and knowledge-based approach. Three main
challenges and the technologies to address them are discussed in detail: - Gaining actionable insight
from operational data for service management automation and improved human decision making -
Capturing and enhancing expert knowledge throughout the lifecycle from solution design to ongoing
service improvement - Enabling self-service for service requests and problem resolution, through
intuitive natural language interfaces The authors are top researchers and practitioners with deep
experience in the fields of artificial intelligence and IT service management and are discussing both
practical advice for IT teams and advanced research results. The topics appeal to CIOs and CTOs as
well as researchers who want to understand the state of the art of applying artificial intelligence to a
very complex problem space. Although the book is concise, it comprehensively discuss topics like
gaining insight from operational data for automatic problem diagnosis and resolution as well as
continuous service optimization, Al for solution design and conversational self-service systems.

ai in it service management: Service Management John R. Bryson, Jon Sundbo, Lars
Fuglsang, Peter Daniels, 2020-11-26 This textbook offers a fully integrated approach to the theory
and practice of service management, exploring the operational dynamics, management issues and
business models deployed by service firms. It builds on recent developments in service science as an
interdisciplinary research area with emphasis on integration, adaptability, optimization,
sustainability and rapid technological adoption. The book explores seven fundamental processes that
are key to successfully managing service businesses, helping students gain insights into: how to
manage service businesses, with coverage of both small firms and large transnationals service
business models, operations and productivity managing service employees how service firms engage
in product and process innovation marketing, customers and service experiences
internationalization of service businesses the ongoing servitization of manufacturing This unique
textbook is an ideal resource for upper undergraduate and postgraduate students studying service
businesses and practitioners.

ai in it service management: Artificial Intelligence and Machine Learning for Business
for Non-Engineers Stephan S. Jones, Frank M. Groom, 2019-11-22 The next big area within the



information and communication technology field is Artificial Intelligence (AI). The industry is moving
to automate networks, cloud-based systems (e.g., Salesforce), databases (e.g., Oracle), AWS machine
learning (e.g., Amazon Lex), and creating infrastructure that has the ability to adapt in real-time to
changes and learn what to anticipate in the future. It is an area of technology that is coming faster
and penetrating more areas of business than any other in our history. Al will be used from the
C-suite to the distribution warehouse floor. Replete with case studies, this book provides a working
knowledge of Al's current and future capabilities and the impact it will have on every business. It
covers everything from healthcare to warehousing, banking, finance and education. It is essential
reading for anyone involved in industry.

ai in it service management: Mail Technology IMechE (Institution of Mechanical Engineers),
2001-08-22 Mail Technology Evolution to e-Revolution explores how rapid technological advances
and liberalization of the postal world is transforming individuals and business customers' options
and expectations.

Additional Resources

Now Assist for IT Service Management
Now Assist for ITSM is our generative Al-powered application that enhances our existing industry-
leading Al capabilities - which in combination, elevate the employee experience and ...

Al-Powered Optimization of IT Service Management
evolution of Al in ITSM, its application in problem and incident management, service request
handling, and change management, asserting attention to its transformative impact on user ...

ARTIFICIAL INTELLIGENCE-DRIVEN IT SERVICE MANAGEMENT ...
Artificial Intelligence (Al) into IT Service Management (ITSM) to automate and optimize IT
operations. As IT environments become increasingly complex, Al-driven solutions offer the...

White paper - ManageEngine
Jun 12, 2018 - With all the advances in the area of Al and its widespread appli-cation across various
disciplines, this new technology is making its way to IT service management (ITSM). ...

Service Management Automation X (SMAX) | OpenText
OpenTextTM Service Management Automation X (SMAX) helps IT support teams struggling with
productivity; it removes time-consuming, manual, error-prone tasks by creating and ful-filling ...

WHAT IS AISM? Al SERVICE MANAGEMENT EXPLAINED - BMC ...
AISM is the application of artificial intelligence (AI) to service management, sometimes known as
ITSM. Other terms include Al-powered service management or simply Al service management.

Al Readiness & Management Framework Design Requests
Deloitte’s Al Readiness and Management Framework (aiRMF) is applied across three core functions:
1) Setting the Direction, 2) Building Core Capabilities to Deliver Al Value, and 3) ...

Dynamic Edge Al Service Management and Adaptation via Off ...
We study adaptive Al service management in EC sys-tems where users have time-varying requests
and SPs irregularly upgrade their AiMs.

Service Experience Transformation with ServiceNow Al - Infosys
Al building blocks can be mapped with ServiceNow capabilities to help achieve service management



goals in an accelerated timeframe. The following table shows a few examples of ...

Journal of Service Research Artificial Intelligence in Service The ...
We develop a theory of Al job replacement to address this double-edged impact. The theory specifies
four intelligences required for service tasks—mechanical, analytical, intuitive, and ...

M Helix M Helix ITSM Insights 23.x: Fundamentals Using (WT)
M Helix ITSM Insights is a module of M Helix that delivers value by providing Al Service
Management capabilities to use i n combination with your M Helix ITSM instances. M Helix ...

Digital service technologies, service robots, Al, and the ...
Implementing digital service technologies, service robots, and artificial intelligence (Al) in customer
service is frequently perceived as an effective approach to automate service...

Al Driven Application Management Services - Bosch Global ...
Al-driven AMS provides access to analyse live feed data and uses automated actions to respond in
real-time. This gives the system the agility it needs to keep up with consistent inputs.

Chapter 5: Customer Acceptance of Al in Service Encounters
We identify the roles of Al in the context of service encounters and we present a conceptual
framework, based on prior research, practice and theory, to explain customer acceptance of Al ...

Artificial intelligence in services: current trends, benefits and ...
intelligence in services. Focusing on different service contexts (travel and hospitality, financial
investments, food delivery), the studies provide insights into Al services in general as well as ...

Slicing-Based Al Service Provisioning on Network Edge
In this article, we investigate Al service provisioning for supporting edge intelligence. First, we
present the features and requirements of Al services. Then, we introduce Al service data ...

The I ¢ Artificial Intelli ; ons M

Al-driven automation can streamline routine tasks, such as inventory management, order
processing, and quality control (Bellini et al, 2022). For example, Al-powered robots and ...

Al Service and Emotion - SAGE Journals
Managing Al, e.g., how firms can transform to become more feeling-oriented, how to apply and
manage various Al intelligences for efficiency (productivity) and effectiveness. The roles and ...

Al-driven resource management strategies for cloud ...
To address these challenges, artificial intelligence (Al) technology has emerged as an effective
solution to improve resource management efficiency. This paper provides an overview of Al ...

= : S . ive Al 1t ]
customer self-service experience. While many financial services organizations have already .
embedded Al into their core . operations, the maturity of use cases is still evolving. Wealth and ...

0000000000000000000 - ResearchGate
Al service management, first explains the concept and content of digital ethics then analyzes the ,

risks of generative Al, the corresponding legal governance measures and the current domestic ...

3 ways to expand technology services and still cut costs



1EMA, Automation, Al and the Rise of ServiceOps, 2023 2 Foundry, Digital Business Study, 2023 3
EMA, AI Service Management: The convergence of ITSM and ITOps, 2022 (not published ...

Dynamic Edge Al Service Management and Adaptation via ...
Dynamic Edge Al Service Management and Adaptation via Off-Policy Meta-Reinforcement Learning
and Digital Twin Yan Chen *, Hao Yu, Qize Guo*, Shuyuan Zhao#, Tarik Taleb*t ...

United States Marine Corps Artificial Intelligence Strategy
The Marine Corps artificial intelligence (Al) strategy is a milestone in the Service’s digital
modernization effort. This strategy provides a framework for integrating Al

Service Quality Dimensions in Al-enabled Chatbots Leading ...
We integrate two main theories popular in the service literature—the SERVQUAL model
(Parasuraman et al., 1988) and E-S-QUAL (Parasuraman et al., 2005) to identify service ...

Al in Contact Centers - Cornell University
skills, work intensity, and customer service quality. -Management automating Al tools are used to
support management decision-making in a range of areas, from the use of predictive analytics ...

Al Management Essentials self-assessment tool - GOV.UK
0 Al management system: the set of governance elements and activities within an organisation that
support decision making and the delivery of outcomes relating to the development and ...

Iof ica CLAIRE GPT: P ful ALDri I
Service 1 Service 2 Service ... Figure 2: CLAIRE GPT security architecture diagram Key Benefits ...
Informatica CLAIRE GPT: Powerful AI-Driven Data Management Author: Informatica ...

White paper - ManageEngine
Jun 12, 2018 - Al in IT service management. With all the advances in the area of Al and its
widespread appli-cation across various disciplines, this new technology is making its way to IT ...

Dynamic Edge Al Service Management and Adaptation via ...
Dynamic Edge Al Service Management and Adaptation via Off-Policy Meta-Reinforcement Learning
and Digital Twin Yan Chen *, Hao Yu, Qize Guo*, Shuyuan Zhaot, Tarik Taleb*7 ...

Slicing-Based Artificial Intell Service Provisioni

satisfy diverse Al service performance requirements via the flexible selection of resource-pooling
policies. In this study, we illustrate the necessity, challenge, and potential of Al service ...

An Edae-Cloud Collal ion F K for G ve Al
operated as centralized cloud service. Meanwhile, the fifth generation (5G)-advanced towards sixth
generation (6G) com-munication network is shifting from connected intelligence to ...

How Generative Al Is Already Transforming Customer Service
explains, in part, why all the current full-scale deployments of generative Al in a customer service
setting have some level of human oversight or provide noncritical services, such as offering ...

Defense Health Agency
Dec 8, 2021 - with Service policies until DHA guidance is published. e. Ensure backorders are
managed in accordance with Service policies until DHA order management guidance is ...



OFFICE OF MANAGEMENT AND BUDGET - The White House
Sep 24, 2024 - 9 10 11 software, applications, tools, or utilities where an Al capability “is integrated
into another system or agency business process, operational activity, or technology system.”

Transforming Financial Services: The Impact of Al on JP ...

1. JP Morgan Al customer service handles 800,000 requests monthly with 85% accuracy and
response times under 1 minute. Wells Fargo Al service handles 300,000 requests at 60% ...

Al-Powered Optimization of IT Service Management
Figure 1: Al Service Management Source: [10] 2.4 Change Management As one of the most pivotal
forms of the ITSM process, change management is the process of managing ...

WARRANTY MANAGEMENT - Tech Mahindra
Al in Warranty Management Analytics, insights, and patterns help to turn repair data into cost
savings. Advances in technology, access to vast amounts of data fuels claims for warranty ...

Decentralized Multi-Party Multi-Network Al for Global ...
work to support Al-driven automation in an industrial factory environment. The orchestration of such
applications would be managed through the orchestration system, of which the Al service ...

Slicing-Based Al Service Provisioning on Network Edge
F1-F5 AI function 1-5 AS1, AS2 Al service 1, 2 MBS User devices Result Fig. 1: Service management
for Al services on network edge. services. Specifically, we propose a resource ...

Enterprise Service Management Framework Edition III - U.S.
standards that define a Department-wide service management approach. It is a ‘service oriented’
framework that focuses on creating and managing services throughout the service lifecycle. It ...

The essential role of Al in the 5G future - Qualcomm
Al enables intelligent 5G network management Enhanced service quality Better mobility
management, user localization, and user behavior and demand prediction Higher network ...

M HelixGPT 25.x: Fundamentals Using Employee Navigator ...
The Al Agent analyzes the query's intent, determines what actions it needs to take to respond, and
provides a tailored response or takes appropriate action. Autonomous Al Agents work and ...

The state of Al in 2021 - McKinsey & Company
chain management, where Al was unlikely to compensate for the pandemic era’s global supply-chain
challenges—the opposite is true of costs (Exhibit 2). Respondents report significantly ...

Artificial Intelligence as a Service - Springer
To foster Al diffusion and application, cloud providers such as Amazon, Google, IBM, Microsoft,
Salesforce, or SAP have started to offer machine learning, deep learning, analytics, and ...

BMC Helix ITSM Insights 21.x: Fundamentals Using (WBT)
BMC Helix ITSM Insights is a module of BMC Helix that delivers value by providing Al Service
Management capabilities to use in combination with your BMC Helix ITSM instances. BMC ...



WorkNext Al-powered Service Desk - Cognizant
Cognizant - WorkNext Al-powered Service Desk Author: Cognizant Subject: Cognizant WorkNext Al-
powered service desk provides pre-emptive, personalized and efficient support powered by ...

Wal S T ion Of AL And AR Technolodi
IOSR Journal of Business and Management (IOSR-JBM) e-ISSN:2278-487X, p-ISSN: 2319-7668.
Volume 26, Issue 6. Ser. 9 (June. 2024), PP 36-41 ... Walmart's deployment of Al in customer ...

T formina I : | Technol v
Mar 8, 2023 - "Considering Al Service Management from Multi-stakeholder Values" 4. Dr. Atsuko
SANO / Project researcher of the B’Al Global Forum / Interfaculty Initiative in Information ...

000000000000000000C0 - hanspub.org
Al service management, first explains the concept and content of digital ethics, then analyzes the
risks of generative Al, the corresponding legal governance measures and the current domestic ...

\rtificial Intelli | the E Services S

Al USE BY THE ESS A growing number of Law Enforcement, Fire and Rescue Services, Emergency
Medical Services, Emergency Management, and Public Works organizations have ...

Managing Artificial Intelligence-Specific Cybersecurity Risks ...
ATl REPORT n 2 n U.S. DEPARTMENT OF THE TREASURY Executive Summary In response to
Executive Order (EO) 14110, Safe, Secure, and Trustworthy Development and Use of Artificial ...

ETSI GS ZSM 012 V1.1
Through the union of Al and network and service management, the effort of network management
operations can be significantly reduced. Al can be applied to several high potential areas such ...

Artificial Intelligence and Machine Learning for Transportation
Al can be used to service all modes of transportation by predicting vehicle and pedestrian arrivals,
queues, and delays. For example, Utah ... * Proactive Incident Management . Al techniques ...

Defense Health Agency
Aug 25, 2023 - the DHA EM program and provide support to Service EMs and PHEOs during
consequence management responses in accordance with Reference (e). c. Serve as or ...

UNITED STATES OFFICE OF PERSONNEL ...
collected to patin a comprehensive picture of Al work throughout the Federal government and to
validate the attached Al competency model, which includes: ¢ Al competencies, * Al general ...

Immediate Time-To-Market Delivering AI Cloud Services
VPN, VXLAN, and VRF stitching secure site-to-site and consumer-to-service access for private Al
service management, secure inferencing, and accessing private databases (e.g., RAG). Agile ...

The Now Platform Reference Guide - ServiceNow
ServiceNow Customer Service Management tables managed by the Common Service Data Model
Common Service Data Model (CSDM) CSDM is a standard methodology for populating the ...

THE CHALLENGES OF ARTIFICIAL INTELLIGENCE IN ...
The integration of artificial intelligence (Al) into library management systems represents a
significant advancement in the digitization and automation of library services. As noted by ...



The Impact of Artificial Intelligence On Customer ...
As Al becomes more prevalent in CRM, the focus on ethical Al and transparency will grow.
Businesses will need to ensure that their Al systems are fair, unbiased, and transparent in ...

GAO-24-107332, Artificial Intelligence: Agencies Are ...
(AI) management and talent requirements that were due by the end of March 2024. Specifically, all
13 of the selected Al management and talent requirements contained in the relevant ...

. ve Al spark | .  wealt}

asset and wealth management leaders come up with product and service strategies—and operating
efficiencies—to help their companies compete more effectively. First, the basics. ...

Everest Group Artificial Intelligence (Al) and Generative Al ...
® Al Platform Platform 2023 It enables the development, deployment, and management of Al models
across various business functions. It focuses on It focuses on automating processes, ...

Sracle Artificial Intell

To activate Al Apps for Talent Management, see Activate Oracle Al Apps for Talent Management.
Version Compatibility Oracle AI Apps for Talent Management is supported on devices with a ...

OFFICE OF MANAGEMENT AND BUDGET - The White House
2 workforce management, CAIOs must work in close coordination with existing responsible officials
and organizations within their agencies. Advancing Responsible Al Innovation.

\rtificial Intell AD) P | Inf on P on Self

Jul 20, 2021 - J0 Al service management and supervision (Regular) 25 [J] Al service user protection
and damage relief (Regular) 27 [J[] Autonomous personal information protection ...

Agentic Al - the new frontier in GenAl - PwC
In retail, it can streamline inventory management by predicting demand and optimising stock levels.
Agentic Al can significantly enhance business efficiency and productivity by ...

ALP N King: Unlocking Effici 1
management to security, routing, protocol design, resource allocation, and Quality of Service (QoS)
enhancement. The discussion delves into the role of Al in optimizing network ...

BMC Helix IT Service Management

Al service management (AISM): Harness intelligent and automated case routing; automate out-of-
the-box IT workflows and extend or duplicate to expedite new service creation or line-of ...

Ai In It Service Management

Ai In It Service Management


https://e11695da-80b5-4e7d-88cb-5343a102e617.connect.sangoma.com/archive-sem1-50-38/ai-in-it-service-management.pdf
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