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Dear readers,

As I sit down to pen this foreword for our eBook on generative AI in ITSM, I'm transported back 
to my early days in IT. I remember times when the very idea of machines "thinking" was the 
stuff of science fiction and late-night tech debates. But today, here we are, at the cusp of a 
technological revolution, with generative AI poised to redefine the very tenets of IT Service 
Management (ITSM).

It's fascinating to think about the strides we've made. If someone had told me two decades ago 
that machines would be generating novel solutions, simulating entire service scenarios, or even 
optimizing IT service delivery paths on their own, I might've chuckled, thinking it was something 
from the 'i-Robot' movie. Yet, today's reality is that we're not just imagining this future; we're 
actively building it.

This eBook provides a comprehensive examination of generative AI within the framework of 
ITSM. Starting with the core principles, it systematically delves into its application and 
integration in ITSM. As you progress, the material underscores the transformative capabilities 
stemming from this integration. Highlighting features such as autonomous IT ecosystems with 
self-repair functionalities and advanced service delivery models tailored to individual user 
profiles, it emphasizes the advancements in IT service management.

But, of course, things are not all rosy.

The truth is that the integration of generative AI into ITSM, while promising, introduces 
multifaceted technical complexities. A primary concern is mitigating the inadvertent 
introduction of biases within the AI models, which requires rigorous validation and ongoing 
calibration. Additionally, establishing the equilibrium between algorithm-driven decision-making 
and human judgment remains a topic of ongoing research and discussion. Addressing these 
complexities and ensuring alignment with industry best practices is paramount.

At the end of the day, though, the potential of generative AI, combined with the robust 
structure of ITSM, has immense implications for enterprises, IT professionals, and end-users 
alike. Whether you're a seasoned ITSM professional, a budding AI enthusiast, or someone 
simply curious about the future of tech, there's something in this eBook for you.

So, come along on this journey with us as we unfold the possibilities that generative AI brings to 
ITSM. I hope you're as excited, curious, and inspired as we were in putting this content 
together. The future is not just automated; it's generative.

Regards,
Arun Prasath R, Founder, Infraon
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Why Modernize ITSM?

The Dynamics of IT Ecosystems are 
Changing

Historically, IT infrastructures were built as 
monolithic entities. These structures, primarily 
centralized around mainframe systems, were 
efficient for their time but offered limited 
scalability and adaptability. As businesses grew 
and diversification became imperative, a need to 
remodel these systems arose. The evolution 
ushered in distributed architectures, which 
spread the computational load across multiple 
systems. This decentralization provided better 
performance, redundancy, and scalability.

Enter the era of cloud-native applications, and 
the IT landscape observed another paradigm 
shift. With cloud computing, organizations were 
no longer shackled by physical hardware 
limitations. Resources could be allocated and 
scaled on-demand, granting unparalleled 
flexibility.

Yet, the metamorphosis didn't stop there.

The introduction of microservices further refined 
the architectural approach. Instead of building 
large, intertwined applications, systems were 
broken down into smaller, independent 
components. This not only eased maintenance 
but also enhanced the agility of deployments. 
Containers, symbolized primarily by technologies 
like Docker, provided isolated environments for 
these microservices, ensuring consistency across 
various development and deployment stages.

Serverless frameworks added another layer to 
this evolution, abstracting infrastructure 
management altogether and allowing developers 
to focus solely on code while the underlying 
infrastructure is dynamically managed and 
scaled.
We’re in the age of digital-first users

The dawn of the 21st century heralded an 
unprecedented digital revolution, completely 
transforming how users interacted with 
technology. The early 2000s, for example, saw 
the rapid proliferation of the internet, changing 
the dynamics of information access and 
consumption. By the time 2010 rolled around, 
smartphones had become household names, 
ensuring that the internet was not just a home 
luxury but a pocket essential. This rapid 
confluence of the internet and mobile 
technology gave rise to a distinctive cohort: the 
digital natives. Born and raised during these 
technological upheavals, these individuals 
inherently grasp digital nuances, often navigating 
through apps and platforms with ease that 
bewilders older generations!

We are in a world of onions are purchased using 
a unified payments interface(UPI) and mobile 
wallet payments are used for millions of 
transactions every day.

Chapter 1: Why Modernize 
ITSM
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• BFSI: Banks, insurance companies, and 
similar institutions depend on their IT 
systems' reliability and efficiency. 
Preventive solutions in ITSM can monitor 
transactional behaviors and patterns. 
Suppose anomalies, say a sudden surge in 
transaction requests, are detected. In that 
case, preventive measures can be triggered 
to either scale the infrastructure or activate 
security protocols, thereby averting 
potential system overloads or security 
breaches.

• Healthcare: In medical facilities, where IT 
systems manage everything from patient 
records to critical care equipment, 
downtime isn't just inconvenient—it can be 
life-threatening. Continuous improvement 
methodologies in ITSM can gather feedback 
from medical staff, analyze equipment 
performance metrics, and swiftly 
implement enhancements. For example, if 
a particular medical device consistently logs 
errors, agile ITSM practices can facilitate 
rapid diagnostics, patching, or system 
upgrades, ensuring patient safety and care 
continuity.

“Over 90% of organizations that reported 
‘great’ ITSM success had advanced enterprise 
service management initiatives.” - AXELOS 
Survey

These proactive strategies have been further 
bolstered by machine learning and big data. 
When applied, such technologies provide a 
magnified view of system behaviors, ensuring 
potential disruptions are identified and 
addressed even before they emerge.

Beyond mere rectifications, today's IT 
environments thrive on evolution. Iterative 
feedback loops, constructed on the twin pillars 
of user feedback and system metrics, not only 
identify improvement areas but also shape the 
trajectory of these enhancements. The resultant 
enhancements are seamlessly folded into the live 
environments by blending agile methodologies 
with DevOps practices. The consequence? 
Minimal disruptions and IT services that don't 
just serve but evolve alongside user and 
infrastructure needs.

Chapter 1: Why Modernize ITSM
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This deep-rooted digital familiarity has naturally led 
to escalated user expectations. Consider online 
streaming platforms like Netflix or Spotify. Digital 
natives expect such services to be swift, intuitive, 
and perpetually available, whether they're 
accessing them via a laptop or a smartphone. Old-
school platforms, characterized by clunky interfaces 
reminiscent of the early internet age or those that 
buffer incessantly, find no favor with this discerning 
demographic.

“Companies with digital-first strategies are 64% 
more likely than their competitors to achieve their 
business goals.” - Zippia

German Minister buying Onion using UPI payment 
gateway in India.

Hence, the traditional patience associated with 
waiting for IT solutions has drastically diminished. 
Imagine a digital-first user encountering an app 
glitch while trying to make an urgent payment or 
book a last-minute ticket. In such scenarios, 
waiting for hours or even minutes is a 
monumental inefficiency. These users crave 
systems that, akin to modern AI-driven customer 
support chatbots, can anticipate issues, provide 
immediate resolutions, or even better, grant 
them the autonomy to troubleshoot basic issues, 
eliminating the need for prolonged, often tedious, 
external interventions.

Complex is as complex does in service 
management 

The synthesis of a rapidly morphing IT landscape 
and a discerning user base has cast new 
challenges and expectations upon IT service 
management. Traditional ITSM is no longer 
sufficient once centered on reactively addressing 
technical glitches.

So, the modern ITSM paradigm hinges on 
foresight.

Let's look at a few industry examples:

• E-commerce: Given the 24/7 operational 
nature of e-commerce, any downtime or lag 
can result in significant revenue loss and 
damage to reputation. Predictive analytics 
can preemptively identify potential 
chokepoints in server load or database 
queries. For instance, predictive models can 
forecast traffic spikes during large-scale 
events and adjust resources, accordingly, 
ensuring a seamless user experience.

Chapter 1: Why Modernize ITSM
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Let’s Trace the Evolution of Generative AI

The journey to generative AI began with rule-
based systems. These systems operated on 
explicitly defined rules and logic. While effective 
for specific tasks, their deterministic nature 
made them rigid and limited in handling complex 
or unforeseen situations. Any variation from 
established patterns would often result in 
inaccurate outputs. As computational power 
increased and data became more abundant, AI 
embraced neural networks. Inspired by human 
brain structures, these networks allowed 
intricate pattern recognition without explicitly 
programmed rules. Deep learning, a subset of 
neural networks with many layers, further 
pushed the boundaries, enabling AI systems to 
process vast amounts of data and recognize 
subtle patterns within them.

Building upon this foundation, generative AI 
emerged as a way to recognize patterns and 
replicate and innovate on them. Generative AI is 
like super-smart computing that copies how the 
human brain functions and excels at 
understanding and using natural language. It 
performs exceptionally well in scenarios where it 
acts as a partner and collaboratively strives to 
accomplish certain tasks. AI machine intelligence 
functions by establishing dynamic neural 
network relationships among nodes and 
networks, mirroring our brain's processes to 
create memories and react to different 
situations. These AI systems could create new, 
realistic content like images, texts, or sounds. 
This transition marked a significant evolution 
from merely understanding data to actively 
generating it.

“More than 60% of companies use generative AI 
in the workplace.” - Jasper AI Survey

Unraveling the Core Principles of Generative AI

Generative AI represents a unique subset of 
artificial intelligence methodologies, emphasizing 
creating new data or content based on existing 
datasets. Rather than solely analyzing, 
categorizing, or predicting, generative AI focuses 
on producing content that shares properties with 
a given dataset but is distinctively novel. Here 
are its core principles:

• Creation of novel data: The primary 
objective of generative AI is producing new 
data. Whether it's generating images, text, 
sound, or any other form of data, the 
output is designed to be original while 
being consistent with the characteristics of 
the training data.

• Understanding data distributions: 
Generative AI works by understanding and 
replicating the probability distribution of 
the input data. It grasps the data's inherent 
patterns, structures, and relationships, 
producing statistically similar outputs.

• Iterative refinement: Many generative 
techniques, especially Generative 
Adversarial Networks (GANs), involve 
iterative processes where the generated 
outputs are continually refined. This 
iterative approach ensures that the outputs 
progressively improve in quality and 
resemblance to the original data.

What is Generative AI?

Chapter 2: What is Generative AI?
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• Latent space exploration: Generative 
models often represent data in a 
compressed form known as a "latent 
space." These models can generate diverse 
outputs by navigating and sampling this 
space. This ability to traverse the latent 
space allows for the exploration of 
variations within the data domain.

• Learning from data, not rules: Unlike rule-
based systems, generative AI does not rely 
on predefined rules for content generation. 
Instead, it learns from the data, making it 
adaptive and flexible across various 
domains and applications.

“86% of IT leaders expect generative AI to soon 
play a prominent role at their organizations, 
and 57% believe generative AI is a game-
changer.” - Salesforce 

The crux of generative AI's philosophy in ITSM 
lies in its capability to deeply understand existing 
IT patterns and behaviors. For example, a 
generative model would not merely identify 
these patterns if presented with data logs of 
recurring system outages or slowdowns. It would 
delve into the intricacies of these outages - the 
causative factors, the chain reactions leading to 
them, and the interdependencies between 
various IT components.

Generative AI can extrapolate or devise new 
configurations, solutions, or preventive 
measures upon understanding these 
multifaceted relationships. Imagine a scenario 
where generative AI predicts a potential system 
bottleneck after analyzing months of server logs 
and proactively suggests a configuration change 
or a resource scaling strategy. 

Such insights would address the imminent issue 
and pave the way for optimizing the IT 
infrastructure for future demands.

Understanding the Key Algorithms and 
Functionalities of Gen AI

Generative AI, while underpinned by the 
principles of innovation, owes its capabilities to 
sophisticated algorithms, such as:

• Generative Adversarial Networks (GANs): 
A GAN is comparable to an art forger and 
an art detective working in tandem. The 
generator (forger) aims to produce a 
counterfeit piece, while the discriminator 
(detective) evaluates the authenticity of 
the piece. During their initial interactions, 
the forger might be easily caught. However, 
the forger becomes adept over multiple 
iterations, producing impeccable art that 
the detective struggles to discern as 
authentic.     

Technically, the generator attempts to produce 
data while the discriminator assesses how close 
the generated data is to the original. This 
iterative tug-of-war ensures that the generator 
continually refines its outputs, aiming to make 
them indistinguishable from authentic data.

• Variational Autoencoders (VAEs): VAEs 
operate on the principle of encoding and 
decoding. Imagine compressing a complex 
image into a simpler representation and 
then reconstructing the image from this 
compressed format. VAEs perform this but 
with a twist. Instead of creating a singular 
compressed representation during the 
encoding phase, they produce a probability 
distribution.

Chapter 2: What is Generative AI?
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When decoding, samples from this distribution 
yield new data points that are reminiscent of the 
original data but possess unique variations. This 
probabilistic approach ensures that VAEs can 
generate various outputs, each echoing the 
original data's attributes but with individual 
nuances.

It is designed to classify data, predict outcomes, 
and make decisions based on explicit rules or 
patterns extracted from vast datasets. 
Generative AI, as discussed earlier, leans toward 
data creation. It endeavors to understand 
datasets' inherent structures and distributions 
and then produce new content that mirrors those 
structures.

Another difference is that traditional AI often 
relies on supervised learning. So, algorithms are 
trained on labeled datasets, learning to associate 
specific inputs with corresponding outputs. For 
instance, a traditional image classification model 
would be trained on numerous labeled images 
and then categorize new images based on the 
learned patterns. Generative AI, on the other 
hand, frequently utilizes unsupervised or semi-
supervised learning techniques.

“Generative AI could add the equivalent of $2.6 
- $4.4 trillion to the global economy.” - 
McKinsey

Let's explore other comparative insights:

Purpose

• Traditional AI: Aimed at decision-making, 
prediction, classification, and analysis.

• Generative AI: Geared toward data 
synthesis, producing novel content based 
on existing data distributions.

Data requirement

• Traditional AI: Often requires labeled data 
for accurate performance, especially in 
supervised learning scenarios.

Chapter 2: What is Generative AI?

Both GANs and VAEs, with their distinct 
methodologies, empower generative AI to craft 
outputs that are not just mimetic replicas but are 
novel, realistic creations that can sometimes 
confound even human discernment.

Generative AI vs. Traditional AI: What’s 
the difference?

Traditional AI primarily revolves around decision-
making based on data analysis. 
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Generative AI: Can work with unlabeled data, 
exploring underlying structures and 
relationships.

Approach to learning 

• Traditional AI: Primarily employs 
supervised learning, where models are 
trained using known input-output pairs.

• Generative AI: Leverages unsupervised or 
semi-supervised learning, focusing on the 
entire data distribution.

Flexibility 

• Traditional AI: Delivers outcomes based on 
learned patterns or predefined rules, 
making it deterministic.

• Generative AI: Has a higher degree of 
flexibility and can produce diverse outputs, 
showcasing creativity and innovation.

Chapter 2: What is Generative AI?
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Generative AI- A Crucial Spoke in the 
ITSM Lifecycle:

The ITSM lifecycle represents a continuous loop 
of service design, transition, operation, and 
continual improvement. Generative AI, which 
excels at creating novel data and patterns, can 
provide transformative benefits at every stage of 
the ITSM lifecycle.

Consider the limitations of traditional ITSM 
frameworks. Historically, they've been calibrated 
to be largely reactive, responding to issues post 
facto and relying on strategies sculpted from 
historical data. In contrast, generative AI, 
capable of simulating multifaceted service 
scenarios, permits ITSM professionals to visualize 
and preempt challenges before they surface. This 
proactive model of operation is not merely about 
addressing issues but about forecasting them, 
understanding their root causes, and devising 
strategies to mitigate or completely circumvent 
them.

Furthermore, the resource allocation 
conundrum, a persistent challenge in ITSM, can 
be efficiently tackled using generative AI. By 
predicting future service needs and demand 
surges, Generative AI can guide the strategic 
deployment of resources, ensuring optimal 
utilization and minimizing wastage.

In essence, the promise of AI transcends the 
conventional paradigm of "response." It 
introduces an era where ITSM processes are not 
just reactive but anticipatory, adaptive, and 
continuously evolving. Integrating generative AI 
is not just an upgrade; it's a paradigm shift, 
redefining the very ethos of IT service 
management.

“62% of organizations already implement AI 
into their ITSM strategy.” - Pulse Report

The Science of Integrating Gen AI into the ITSM 
Lifecycle:

Data management

For generative AI to function optimally within 
ITSM, it requires a steady stream of high-quality, 
relevant data. ITSM platforms, given their central 
role in IT operations, are often replete with vast 
data troves, from ticketing information and 
system logs to user feedback and performance 
metrics. However, sheer volume isn't enough. 
Data must be curated, cleaned, and 
contextualized. Outliers, anomalies, or incorrect 
data can skew AI operations, leading to 
suboptimal outputs. Technical teams must also 
establish robust data pipelines that facilitate the 
ingestion of this data and its preprocessing and 
interpretation.

The dynamic nature of ITSM data means that 
static models can quickly become obsolete. By 
regularly training and fine-tuning generative AI 
models using the most recent ITSM data, 
organizations can ensure that these AI constructs 
remain synchronized with evolving 
organizational scenarios, challenges, and 
demands. Integrating these models with cloud 
platforms further augments this capability, 
facilitating real-time data processing, model 
updating, and instant scalability. This constant 
iteration ensures that the generative AI remains 
a relevant and potent tool within the ITSM 
arsenal.

Generative AI in ITSM: How it Works?

Chapter 3: Generative AI in ITSM: How it Works?
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System Integration via APIs

Leveraging Application Programming Interfaces 
(APIs) and the Vector Database lays the 
foundation for this synergy between AI and ITSM 
platforms. 

APIs ensure that the AI models can effortlessly 
access, process, and store the ITSM data securely 
and guarantee that intelligent insights, 
predictions, or simulations are fed back into the 
ITSM systems. They also foster bi-directional 
communication by enabling a dynamic, 
responsive, and integrated environment where 
AI-driven insights can be rapidly acted upon.

Operational Alignment

When a user reports a problem, generative AI 
can read the description and sort it into 
categories. It can decide how urgent it is by 
comparing it to past issues and preset rules. If 
the AI has seen something before (For example, 
a typical computer glitch), it can suggest steps to 
fix it or even provide ready-made solutions to 
the IT team. AI also learns from all the issues it 
helps with, getting better at its job - spotting 
patterns and figuring out what works best.

Continuous Evaluation and Feedback
As you can imagine, continuous evaluation and 

feedback are integral to the generative AI's 
success. As it handles incidents and support 
requests, it actively learns and adapts, refining its 
categorizations, prioritizations, and suggested 
solutions. AI seeks feedback and assesses its own 
performance, therefore consistently ensuring 
tailored assistance.

“76% of respondents 
who believe that the 
complexity of the IT 
landscape is the biggest 
barrier to productivity 
among IT operations 
teams.” - Freeform 
Dynamics

Chapter 3: Generative AI in ITSM: How it Works?
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Reduce incidents with self-service bots

The world of ITSM is teeming with dynamic user 
needs. Generative AI not only amplifies the 
capabilities of chatbots but also redefines their 
operational paradigm. No longer are bots 
confined to a predefined script. Instead, they 
dynamically craft answers, leveraging a vast 
repository of historical data and the current 
context. These AI-powered bots serve as the first 
line of defense for organizations inundated with 
numerous daily user inquiries. They efficiently 
triage common issues, ensuring human agents 
are reserved for challenges that demand a 
nuanced touch. Moreover, their learning curve is 
perpetual; with each interaction, their 
knowledge deepens, refining their response 
mechanisms and elevating user experiences.

“Only 25% of organizations with a self-service 
portal say it is highly adopted and effective in 
administering self-service support.” - 
International Data Corporation (IDC)

Create a smart knowledge base

The traditional approach to updating ITSM 
knowledge bases has been predominantly 
reactive, often lagging the evolving IT landscape. 
Generative AI ushers in a proactive era. It 
continuously ingests vast datasets, gleaning 
insights from past IT support interactions. But its 
prowess doesn't stop there. By leveraging 
intricate algorithms, it discerns emergent trends, 
anticipating potential challenges that users might 
face soon. Armed with this foresight, its crafts 
solutions even before problems manifest. 

This proactive methodology transforms 
knowledge bases from static repositories to 
living, breathing entities, ever-adapting and 
ensuring that agents and end-users are equipped 
with the most current and pertinent solutions.

“Fortune 500 companies lost approximately 
$31.5 billion annually due to the lack of efficient 
knowledge management.” - International Data 
Corporation (IDC)

Automate ticket categorization

In the bustling corridors of ITSM, every support 
ticket is a call for help, a plea for timely and 
effective resolution. Generative AI brings order 
to this chaos. Beyond the rudimentary task of 
categorization, it dives deep into the fabric of 
each ticket, understanding its essence, gauging 
its urgency and user sentiment, and discerning 
its context. But its job doesn't end at mere 
comprehension. Deploying sophisticated routing 
algorithms ensures each ticket reaches its 
rightful destination, be it a specific department, 
team, or subject-matter expert. This heightened 
degree of precision streamlines workflows and 
expedites resolution processes, cultivating an 
environment where user satisfaction is not just 
an aspiration but a consistent reality.

Major ITSM Use Cases of Generative AI

Chapter 4: Major ITSM Use Cases of Generative AI
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Leverage auto-suggested responses

In the age of dynamic customer needs, static 
canned responses may fall short. Generative AI 
stands as a game-changer. It stores information 
from prior interactions and continuously evolves, 
integrating new knowledge and insights from 
each interaction. This ensures that every 
suggested response is built upon a vast 
foundation of historical and real-time data, 
offering contextually apt solutions tailored to the 
specific user issue. In turn, agents are spared 
from sifting through mountains of data or 
potential responses, allowing them to allocate 
their energy more effectively and improve the 
overall quality of support.

Automate root cause analysis

When an IT issue arises, surface-level fixes might 
address the immediate concern but not prevent 
future occurrences. Generative AI dives beneath 
the surface, harnessing intricate algorithms to 
identify deeply embedded patterns, hidden 
correlations, and the root causes behind 
recurring incidents. Its capability goes beyond 
short-term troubleshooting. Pinpointing the root 
empowers IT teams with actionable insights to 
craft lasting solutions, fostering a proactive 
rather than reactive IT environment.

Automate service request fulfillment

ITSM frameworks often grapple with a deluge of 
standardized requests. If addressed manually, 
this could lead to process inefficiencies and 
bottlenecks. Enter generative AI: It identifies the 
distinct characteristics of each request and 
activates suitable workflows tailored to those 
specifics. 

By overseeing the entire fulfillment process, it 
ensures that no step is overlooked and all tasks 
are executed with precision. The result is an 
ITSM process streamlined for efficiency, rapid 
response, and precise execution.

“The lack of automation was the second most 
common challenge burdening teams, named by 
41% of organizations.” - InformationWeek’s 
State of ITSM & ESM Survey

Increase collaboration and improve 
decision-making

In the modern IT landscape, isolated information 
silos can hamper productivity. Generative AI 
bridges these divides. Acting as a collaborative 
nexus, it integrates data from diverse sources, 
processes this information, and presents it in 
digestible formats. Agents, therefore, aren’t just 
reacting to problems; they're making informed, 
foresight-driven decisions. With a consolidated, 
360-degree view at their fingertips, agents can 
confidently navigate challenges, brainstorm 
innovative solutions, and make decisions that 
align with overarching IT goals.

Enable sentiment analysis

While technical resolutions are crucial, 
understanding the emotional temperature of 
user interactions is equally vital. Generative AI 
extends its capabilities into emotion, using deep 
learning to decode the often subtle nuances of 
user sentiment. Whether discerning frustration 
in a support ticket or detecting satisfaction in a 
feedback survey, this analytical prowess lets 
agents tailor their responses. This results in a 
more human-centric ITSM approach, resonating 
with users on an emotional level and fostering 
stronger user-agent relationships.

Chapter 4: Major ITSM Use Cases of Generative AI
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Ensure SLA adherence monitoring

In ITSM, SLAs aren’t mere guidelines; they're binding commitments. Generative AI ensures these 
commitments are met consistently. It can anticipate potential breaches even before they happen by 
continuously tracking ongoing tickets and requests against SLA metrics and using predictive analytics. 
This proactive alert mechanism gives teams the invaluable gift of time, letting them adjust strategies, 
prioritize tasks, and ensure that every SLA is consistently met.

Incorporate change management with predictive analysis

Managing change in an ever-evolving IT landscape isn’t just about implementation—it’s about 
foresight. Generative AI offers this foresight. It projects the potential impacts of proposed changes, 
simulating various scenarios to ascertain outcomes. By analyzing these simulations and gauging 
potential risks, IT teams are armed with a roadmap, letting them choose the path of least disruption 
and maximum benefit and ensuring smooth transitions during IT evolutions.

Drive AI-led IT asset management

Every piece of hardware and software is a cog in the intricate machinery of an IT setup. Generative AI 
serves as the overseer of this machinery. It continually assesses asset performance, predicting when 
maintenance might be due or when replacements are optimal. Automating the asset lifecycle 
management ensures each asset is leveraged for maximum utility, guaranteeing performance and cost 
efficiencies.

Chapter 4: Major ITSM Use Cases of Generative AI
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Lesser support tickets

Generative AI is adept at predicting potential IT 
challenges by analyzing patterns and trends 
within datasets. By doing so, the system can 
anticipate potential pitfalls and automate 
solutions, leading to a significant decrease in the 
number of support tickets. Rather than reactive, 
this proactive approach ensures that many issues 
are addressed before they become noticeable to 
end-users or escalate into bigger problems.

“We predict that customer support tickets can 
be reduced by 50-60% with generative AI in 
ITSM.” - Infraon

Reduced operational costs

The streamlining of operations and the proactive 
nature of generative AI translate directly to cost 
savings. Early detection of potential issues, 
strategic resource allocation based on AI-driven 
insights, and fewer manual interventions all 
cumulatively reduce operational expenses. In the 
long run, it can trigger major financial benefits 
for the organization.

Enhanced accuracy and consistency

Generative AI models, trained on comprehensive 
datasets, bring high precision to ITSM processes. 
They minimize the room for human error and 
ensure that decisions and solutions are 
consistent across the board, thereby increasing 
the trust and reliability of IT services.

Proactive security and compliance

Generative AI extends its predictive capabilities 
to the realm of security. Furthermore, when 
combined with other AI modules, it can 
continuously analyze system behavior against 
historical data and can detect anomalies that 
signal potential security breaches or non-
compliance. This ensures that ITSM teams can 
address security and compliance concerns in 
their infancy rather than reacting post-breach.

Scalable ITSM processes

Generative AI's adaptability ensures that the AI 
models can be updated and retrained 
accordingly as the organization's IT landscape 
evolves. This inherent flexibility means ITSM 
processes can scale or pivot based on changing 
organizational needs, technological 
advancements, or new service integrations.

Higher agent efficiency

With the reduced volume of support tickets, IT 
agents have more bandwidth to focus on 
complex issues that require deeper attention. 
Generative AI also provides agents with data-
driven insights, offering potential solutions or 
pointing out patterns that might aid in faster 
problem resolution. This empowers agents to 
resolve challenges more effectively, enhancing 
their overall efficiency.

“By 2024, 40% of enterprise applications will 
have embedded conversational AI, up from less 
than 5% in 2020.” - Gartner

Multifaceted Benefits of Generative AI in 
ITSM
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More user-centric experiences

By analyzing user behavior and feedback, 
generative AI can provide insights into what end-
users truly want or where they face challenges. 
This data can be invaluable in designing IT 
services that are genuinely user-centric, ensuring 
that the user experience is always at the 
forefront of IT service design and delivery.

Ultra-professional communication

Generative AI can analyze communication 
patterns within ITSM processes, identifying areas 
where clarity, response times, or information 
sharing can be improved. Highlighting these 
areas and suggesting optimized communication 
strategies ensures efficient and effective 
interactions between IT teams and end-users.

How Generative AI in ITSM can lead to 
measurable benefits is indicated in the table 
below

Task Person-
Hours 
Without 
ITSM 
(Weekly)

Person-
Hours 
With ITSM 
(Weekly)

Person-
Hours with 
ITSM + 
Generative 
AI + 
Collaboratio
n
(Weekly)

Incident 
Manageme
nt

12-16 hours 6-10 hours 4-8 hours

Change 
Manageme
nt

8-12 hours 4-8 hours 3-6 hours

Problem 
Manageme
nt

4-8 hours 2-4 hours 1-3 hours

Asset 
Manageme
nt

6-10 hours 2-6 hours 1-4 hours

Request 
Fulfillment

6-10 hours 2-6 hours 1-4 hours

Note: The specific impact on person hours can vary 
depending on the capabilities and effectiveness of the AI 
system and the complexity of the tasks being performed. 
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We should address data quality and integration 
issues

At the heart of any AI system lies data – its 
quality, consistency, and relevance dictate the 
effectiveness of the AI's outputs. Integrating 
consistent and high-quality data becomes a 
formidable challenge in ITSM environments, 
which often encompass diverse systems and 
platforms. Data can come in fragmented, 
incomplete, or inconsistent formats, making it 
difficult for generative AI models to understand 
and learn effectively. Moreover, integrating data 
from legacy systems or disparate platforms 
might require significant data transformation 
efforts. Even the most sophisticated generative 
AI can produce suboptimal or erroneous results 
without addressing these data quality and 
integration hurdles.

“71% believe that generative AI will introduce 
new security threats to their data.” – Salesforce

We need to talk about biases in AI-driven 
outputs

Every AI model, including generative ones, is a 
product of the data it's trained on. If this data 
contains inherent biases due to skewed datasets 
or historical prejudices, the AI system can 
inadvertently perpetuate or even amplify these 
biases. In the context of ITSM, biased outputs 
could manifest as unfair prioritization of tickets, 
skewed knowledge base content, or even 
incorrect incident resolutions. Addressing these 
biases necessitates rigorous data auditing, 
diversified data sources, and continuous 
monitoring of AI outputs to ensure fairness and 
accuracy.

We should strike a balance between human and 
AI 

Generative AI, with its ability to produce novel 
content and solutions, has the potential to 
revolutionize ITSM processes. However, an over-
reliance on AI can diminish the human touch, 
often critical in nuanced or sensitive IT scenarios. 
Maintaining the ideal balance between AI-driven 
automation and human intervention is vital. 
Organizations must define clear boundaries for 
AI operations, ensuring that human agents step 
in for complex, ambiguous, or emotionally 
charged situations that demand a more 
personalized touch.

We should ensure continuous model retraining 

The IT landscape is ever-evolving, marked by 
frequent technological changes, user behaviors, 
and organizational priorities. Generative AI 
models, if left static, can quickly become 
outdated. As a result, they might produce 
insights or solutions that are misaligned with the 
current IT environment. Continuous retraining 
and adaptation become paramount. This 
involves ingesting new data and refining the 
model's algorithms, recalibrating its parameters, 
and ensuring its outputs remain in sync with the 
dynamic ITSM landscape. This cyclical process of 
training, deploying, monitoring, and retraining 
can be resource-intensive but is indispensable 
for sustained AI efficacy.

Challenges of Implementing Generative AI in 
ITSM
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Rise of autonomous IT ecosystems

The integration of generative AI into ITSM is set 
to reshape the architecture and operations of IT 
infrastructures. Instead of mere automation, 
which follows predefined rules and workflows, 
the future promises truly autonomous systems. 
Here's a more technical breakdown of how this 
might unfold:

• Advanced self-repair mechanisms: 
Generative AI can invoke automated scripts 
or routines to address the problem when 
an issue is detected. This could range from 
restarting services, reallocating resources, 
or rolling back recent configurations that 
might be causing the issue. A combination 
informs the AI's decision-making of 
historical data, current system state, and 
potential future scenarios it can simulate.

• Dynamic optimization: Beyond responding 
to issues, generative AI can work 
continuously to optimize IT operations. For 
example, machine learning can analyze 
usage patterns and dynamically allocate 
resources, ensuring high-priority 
applications always have the necessary 
CPU, memory, and capacity.

• Automating routine maintenance: System 
updates, patch installations, and hardware 
checks are essential for maintaining a 
healthy IT environment. Generative AI can 
be scheduled to carry out these tasks 
during off-peak hours, ensuring minimal 
disruption. Additionally, it can assess the 
potential impact of a software update or a 
new configuration by simulating its 
deployment in a virtual environment before 
actual implementation.

• Scalable infrastructure decisions: 
Infrastructure scaling, whether scaling up 
(adding resources) or scaling out (adding 
more instances), can be automated. The AI 
can monitor metrics like user load, 
transaction volumes, and data growth to 
decide when and how to scale, ensuring 
that IT infrastructures can handle demand 
without overprovisioning resources.

Hyper-personalizing service delivery 

As generative AI becomes further ingrained in 
ITSM processes, there's an evident trend toward 
advanced service personalization. This move 
towards hyper-personalization hinges on 
complex technical mechanisms and integrated 
computational models. In the ITSM domain, it 
can lead to:

• Detailed user profiling: Generative AI can 
collate and analyze a vast array of data 
points related to each user, including their 
system configurations, software 
preferences, usage patterns, and incident 
history. The AI can maintain an up-to-date 
understanding of each user's IT 
environment by continuously updating this 
profile with every interaction.

• Dynamic knowledge base customization: 
Instead of offering a static set of solutions, 
generative AI can dynamically generate 
knowledge base content tailored to the 
user's profile. For instance, if a user often 
engages with a specific software suite, the 
AI can prioritize solutions related to that 
suite during subsequent interactions.

Charting the Future of Generative AI in ITSM
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• Predictive support mechanisms: 
Generative AI can proactively identify 
potential issues the user might face by 
analyzing user interactions and system 
behavior patterns. Before the user realizes 
a problem, the AI can notify them of the 
impending issue and suggest preventative 
measures or fixes.

• Enhanced feedback loops: Generative AI 
can actively solicit feedback after 
interactions, but rather than generic 
feedback forms, it can ask pointed, context-
aware questions. This not only garners 
more actionable insights but also 
continually refines the AI's understanding 
of user needs and preferences.

Powerful Ethical and Governance 
Frameworks:

As the utilization of generative AI in ITSM 
deepens, the establishment of rigorous ethical 
and governance frameworks will gain more 
prominence to ensure best practices. Several 
components of these frameworks will be:

• Data management protocols: Data is the 
cornerstone of AI's functionality. 
Comprehensive frameworks will detail how 
data is sourced, processed, and stored, 
ensuring compliance with international 
standards and alignment with 
organizational values.

• Decision transparency measures: Ensuring 
that the decision-making process of 
generative AI is clear and understandable. 
Frameworks will dictate the need for 
explainability in AI outcomes, ensuring 
stakeholders can grasp the rationale behind 
AI-driven decisions.

• Operational guidelines: Clearly defined 
procedures on how generative AI interacts 
within the ITSM environment, detailing its 
roles, responsibilities, and the extent of its 
autonomy in various scenarios.

• Ethical boundaries: While AI might be 
generative, setting parameters around 
what it should and shouldn't generate is 
crucial, especially when sensitive 
information is involved. A defined ethical 
framework will guide AI operations, 
ensuring they align with broader ethical 
considerations.

• Audit and review mechanisms: Regular 
assessments of AI's performance, 
alignment with set guidelines, and overall 
impact on the ITSM environment must be 
conducted. This ensures continuous 
alignment and course correction as the AI 
and ITSM landscape evolves.

• Override procedures: Although AI can 
function autonomously, there will be 
circumstances where human intervention is 
paramount. The framework will detail 
scenarios where manual overrides are 
essential and the processes to execute 
them.

• Stakeholder engagement protocols: As AI 
influences a broad spectrum of ITSM 
stakeholders, from end-users to IT 
professionals, guidelines will be established 
to dictate how feedback is sourced, 
processed, and acted upon to refine the 
AI's operation.
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Generative AI with IT Operations, 
Quantum Computing, and Beyond

The convergence of generative AI with other 
advanced technologies offers promising avenues 
for ITSM enhancements.

Gen AI & IT Infrastructure integration: 
Combining generative AI with IoT means ITSM 
systems could interact seamlessly with a vast 
network of interconnected devices. This 
interoperability permits:

• Real-time data collection from diverse 
sources

• Automated and predictive maintenance 
based on data trends

• Enhanced infrastructure monitoring, from 
server health to business application 
metrics in data centers and cloud services 
and Robotic systems 

Quantum computing augmentation: Integrating 
generative AI with quantum computing can offer:

• Expedited data processing capabilities, 
especially for vast and complex datasets

• Enhanced cryptographic processes are 
crucial for secure ITSM operations

• Speedier algorithmic computations, making 
simulations and forecasting more efficient 
and precise

Data analytics and machine learning: With 
generative AI functioning alongside advanced 
analytics and ML models, ITSM systems can:
• Achieve more accurate predictive 

modeling, foreseeing potential system 
disruptions

• Fine-tune knowledge bases and support 
frameworks based on trends and recurrent 
challenges.

• Enhance decision-making by providing 
deeper insights and correlations from 
historical data
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As we wrap up our exploration into the world of 
AI in ITSM, it's essential to emphasize the 
practical and transformative implementations of 
this technology. At the heart of this eBook's 
inception lies the actual integration of generative 
AI into Infraon's ITSM product, a testament to 
our commitment to staying at the technological 
forefront. In recent months, we have helped 
integrate the generative AI assistant and 
collaboration system into the Infraon ITSM 
product to further automate and enhance 
various client tasks. Instead of simply providing a 
platform, we aimed for a collaboration work 
management ITSM platform where agents can 
interact, deliberate, and find solutions - all while 
being assisted by our highly sophisticated AI 
capabilities.

Highlights of Infraon's gen AI-powered ITSM:

• A groundbreaking advancement in IT 
Service Management as the first-ever 
collaborative work management ITSM 
platform powered by Generative AI

• 13 ITSM process-supported platform
• Single ITSM platform for multi-department 

workflow automation
• AI-enabled Advanced service cataloging
• Automated alerting and grouping, 

intelligent triggers, and custom rules for IT 
events

• Generative AI-enabled self-service 
experiences that reduce 50% tickets.

• 24X7 omnichannel support
• External API gateway to harness out-of-the-

box integrations. 
• The platform's capabilities can be 

broadened to encompass ITAM, NMS, ITIM, 
and OSS functions through the acquisition 
of an extra license.

• Fine-tune knowledge bases and support 
frameworks based on trends and recurrent 
challenges.

• Enhance decision-making by providing 
deeper insights and correlations from 
historical data

Please visit the Infraon ITSM page for more 
details.

…and that's a wrap, folks.

Thank you for reading this eBook on the 
transformative potential of generative AI in 
ITSM. Your interest and engagement drive us to 
dig deeper to produce content that can make a 
difference in someone's IT landscape.

We would love to hear from you if you have any 
suggestions, queries, or feedback. Please reach 
out to us at marketing@infraon.io. Your 
perspectives are invaluable to us.

Once again, thank you for joining us on this 
journey. We look forward to continuing the 
exploration with you!

How Infraon Harness the Power Generative 
AI-based ITSM
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Please visit the Infraon ITSM page for more details.

Thank you for taking the time to read this eBook on the transformative 
potential of generative AI in ITSM. Your interest and engagement drive us 
to dig deeper to produce content that can make a difference in 
someone's IT landscape.

We would love to hear from you if you have any suggestions, queries, or 
feedback. Please reach out to us at marketing@infraon.io. Your 
perspectives are invaluable to us.

Once again, thank you for joining us on this journey. We look forward to 
continuing the exploration with you!

www.infraon.io

Contact us

Try Infraon ITSM & Elevate 
Customer Happiness.
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