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Introduction

We live in a world where change is no longer a disruption, it’s the default. And in this 

dynamic environment, IT Service Management (ITSM) is undergoing a quiet but 

powerful revolution, one that’s being led not just by better tools, but by smarter systems. 

At the heart of this transformation is ServiceNow, and at the core of ServiceNow’s new 

direction is artificial intelligence (AI).

This book was born out of conversations with IT managers who were excited about 

AI but unsure of how to implement it. It was born from the struggle of service desk leads 

who knew their workflows could be better but couldn’t find a clear starting point. And 

it was born from my own experiences navigating the crossroads of technology, business 

strategy, and transformation.

The structure of this book was designed intentionally-with you, the IT leader, in mind.

It is divided into two key sections:

In the first half of the book, the reader will explore how ServiceNow has grown 

from a conventional ITSM platform into a powerhouse of AI-driven capabilities. From 

Predictive Intelligence to Natural Language Processing (NLP) and Generative AI, you'll 

see how these capabilities enhance everything from incident resolution to automating 

repetitive tasks, all while making IT teams more proactive and effective.

In the second half is where strategy meets action. It is packed with pragmatic advice, 

step-by-step implementation guidance, and real-world use cases to help organizations 

build a strong, AI-enabled, autonomous yet responsible ServiceNow instance. Whether 

you're leading a team or managing IT operations, this section equips you with the know- 

how to navigate the challenges of AI adoption and deliver real results.

Every chapter blends practical implementation advice with strategic insights, 

ensuring that both the “why” and the “how” are addressed. The goal is not just to teach 

you how to deploy ServiceNow’s AI features, but to help you lead transformation with 

confidence.

Whether you read this book front to back, or jump into chapters as needed, my 

hope is that it becomes your companion in building an intelligent, future-ready ITSM 

environment.

Let’s get started.
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�Introduction Chapter
Let me take you back to a Tuesday morning.

It was 8:47 a.m., and I was sitting in a boardroom with a coffee that had already 

gone cold. Around me were frantic IT managers, neck-deep in-service tickets, juggling 

endless Excel sheets, triaging incidents by guesswork, and trying to stitch together a user 

experience that had long been fraying at the seams. The tools were old. The workflows, 

slower. And expectations? Through the roof. I remember looking across the table and 

thinking that there must be a better way to run IT.

That moment sparked the journey that brought you this book.

In a world where organizations rely on digital infrastructure as their operational 

backbone, the pressure on IT teams has grown exponentially. Manual frameworks no 

longer cut it. What we need now are systems that think ahead, respond fast, learn from 

data, and deliver seamless experiences. Enter ServiceNow, and more importantly, enter 

it’s AI capabilities.

This book is the story of that evolution. From the early days of rigid ITIL checklists to the 

dawn of intelligent automation and predictive analytics, we've come a long way. But while 

technology has grown in leaps, many IT leaders are still figuring out how to take the leap.

That’s why I wrote this book.

This isn’t just a technical manual or a dry overview of product features. It’s a field 

guide, a map, a companion for the modern IT manager. It’s for those who want to 

make bold moves, but responsibly. It’s for those who want not just automation, but 

intelligence, not just efficiency, but foresight.

Whether you’re just beginning to explore AI capabilities in your organization or 

you’re already neck-deep in ServiceNow and wondering where to go next, this book 

is your scaffolding. Each chapter is layered to help you walk through the strategic, 

technical, cultural, and governance aspects of embedding AI into your ITSM landscape.

You'll learn how to build intelligent workflows, assess your platform’s AI readiness, 

measure ROI, avoid value traps, and design user-centric service experiences. You’ll explore 

the nuanced power of Virtual Agents, the transformational promise of Agentic AI, and the 

quiet revolution being led by Generative AI within ServiceNow. But more importantly, 

you’ll see how all these innovations aren’t abstract buzzwords, they are practical, 

implementable, and measurable changes that can redefine how IT delivers value.

So, let’s begin this journey. Not with a sprint to implementation, but with a 

thoughtful stride into transformation.

Because this isn’t just about managing tickets. It’s about leading innovation.

Introduction
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CHAPTER 1

From Manual Frameworks 
to Automated Workflows
There was a time when IT Service Management (ITSM) was defined by slow response 

times, manual interventions, and systems that could barely keep pace with business 

demands. But like all industries shaped by urgency and innovation, ITSM evolved and 

got reshaped by intelligence, automation, and a drive for resilience. In this chapter, 

we journey through that transformation, starting from the early struggles of manual 

service delivery to the breakthroughs brought by predictive analytics, natural language 

processing, hyper automation, and artificial intelligence. Through real-world examples 

and platform evolutions, we will uncover how ServiceNow and similar technologies 

reimagined what ITSM could achieve. This is not just a story of technological evolution; 

it is a blueprint for building agile, intelligent service environments that can adapt and 

thrive in an ever-changing digital world.

1.1. � The Evolution of ITSM: A Historical Perspective
Picture this. You are an IT manager in one of the biggest IT companies in your country. 

A critical system goes down, and teams scramble through spreadsheets, emails pile 

up unanswered, and help desks are flooded with calls, all while precious time ticks 

away. This was once the everyday reality of IT Service Management. Let us rewind to 

understand how manual processes exposed organizations to massive risks, and why the 

move to smarter, automated solutions became mission critical.

In the early days of IT Service Management (ITSM), frameworks like the ITIL 

(Information Technology Infrastructure Library) and COBIT (Control Objectives for 

Information and Related Technologies) set the stage for structured IT service delivery. 

The IT service landscape was mostly manual, with teams relying on spreadsheets, 
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emails, and conventional ticketing systems to manage incidents, requests, as well as 

change management processes. These methods were often labor-intensive and had 

room for human error, in turn, leading to operational inefficiencies and delays in the 

service delivery. For instance, when a user faced a technical issue, they would send an 

email or call the help desk, which would then be logged by the service desk agent into 

the ticketing system. The ticket would then be assigned to a technician based on the 

availability or expertise, and it would take several days or even weeks before the issue 

was fully resolved.

A well-known example that underscores the consequences of inefficient ITSM 

processes is the 2016 British Airways global IT outage report published in The Guardian. 

The incident, triggered by a power supply failure at a data center, grounded hundreds 

of flights and stranded over 75,000 passengers worldwide. While the initial issue was 

technical, the prolonged disruption was largely due to outdated and manual ITSM 

practices. With no robust failover mechanism or automated incident response in place, 

British Airways relied heavily on manual coordination to identify, escalate, and resolve 

the issue—leading to significant delays. Help desks were overwhelmed, communication 

was disjointed, and the lack of intelligent service desk capabilities meant passengers 

received little to no real-time updates. Compounding the problem were gaps in change 

and problem management, which slowed recovery efforts. The outage ultimately 

cost the airline over £58 million in compensation and fines and severely damaged its 

reputation. This event illustrates how critical it is for modern enterprises to move beyond 

conventional ticketing and manual workflows, adopting more automated platforms to 

enhance resilience, automate response, and maintain service continuity.

Looking back, it is easy to see that manual service management was never going to keep 

pace with the ever-growing demands of digital businesses. The pace at which technology was 

growing obviously outgrew expectations, and we had to find other ways to adapt to changing 

needs. However, the real lesson here is that resilience, speed, and adaptability are not optional 

anymore. They’re the new baseline. Remember that. And to meet them, organizations 

must lean into automation, predictive intelligence, and smarter ITSM strategies.

1.2. � Challenges of the Traditional ITSM Systems
What once propelled ITSM forward eventually became the very weight that held it 

back. Traditional frameworks, built for a different era, struggled against the pressures 

of modern IT demands, bound by manual effort, reactive firefighting, and limited 
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adaptability. As digital ecosystems expanded, the gap between expectation and 

capability widened. We could certainly add more humans in the loop, but that solution 

also would quickly hit its limit as more humans would also mean more training efforts, 

manual dependencies, reactive approaches, potential human errors, and a genuine 

lack of adaptability. In this section, we examine the critical challenges that exposed the 

limitations of traditional ITSM and set the stage for a much-needed transformation. 

Some of these challenges have been discussed below:

•	 Manual Interventions: Traditional ITSM relies heavily on manual 

processes that could potentially increase the likelihood of data entry 

mistakes, leading to unresolved issues. For example, manual triaging 

of tickets often results in misclassifications and longer response 

times. According to a Gartner report, nearly 70% of IT service desks 

still relied on manual processes as recently as 2020, contributing to 

delays, inconsistencies, and increased human error. Additionally, HDI 

research shows that 44% of organizations cited reactive firefighting as 

a key pain point, with limited capacity to proactively prevent incidents 

or predict service degradation. The inefficiencies were also reflected in 

productivity loss. Forrester reported that employees spent an average 

of 22 minutes per day dealing with IT-related issues, adding up to over 

90 hours annually per employee. These cumulative inefficiencies not 

only drove up operational costs but also hindered service quality and 

customer satisfaction. As businesses increasingly shift toward agile, 

cloud-based, and AI-integrated ecosystems, traditional ITSM systems 

are proving to be inadequate in supporting scale, speed, and proactive 

decision-making.

•	 Limited Availability of Analytics: IT teams operated on retrospective 

reports, which failed to highlight any emerging issues or predicting 

future trends. Without automated tracking, performance metrics 

were often inaccurate or absent. Traditional IT teams often faced 

significant challenges due to limited availability of analytics, relying 

heavily on retrospective reports that failed to highlight emerging 

issues or predict future trends. Without automated tracking, 

performance metrics were frequently inaccurate or entirely absent. A 

study by the American Society for Quality found that approximately 

80% of data quality issues stemmed from human errors, underscoring 
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the pitfalls of manual data handling. Additionally, research indicates 

that many Agile teams, despite collecting project data, seldom 

employ it systematically during retrospectives, often depending 

on subjective insights over objective metrics. This reliance on 

anecdotal feedback, rather than data-driven analysis, hampers 

the ability to proactively address potential problems and adapt to 

evolving demands. Furthermore, the absence of standardized data 

practices can lead to operational inefficiencies, with organizations 

implementing standardized data protocols experiencing a 30% 

increase in efficiency. These findings highlight the critical need 

for IT teams to adopt automated, data-driven analytics to enhance 

accuracy, anticipate future trends, and improve overall performance.

•	 Ineffective Communication: Issues that involved multiple teams 

using different tools created fragmentation, leading to inefficiencies 

and duplications. Not just teams, multiple back-and-forth 

interactions between users and technicians were required to gather 

information, which deteriorated the overall user experience.

	 Ineffective communication within organizations, especially when 

multiple teams utilize disparate tools, often leads to fragmentation, 

inefficiencies, and duplicated efforts. This fragmentation not only 

hampers internal workflows but also necessitates multiple back-and-forth  

interactions between users and technicians to gather necessary 

information, thereby deteriorating the overall user experience.

	 The Metropolitan Transportation Authority’s (MTA) Second 
Avenue Subway extension project in New York City exemplifies 
the detrimental effects of miscommunication and coordination 
challenges. The project, which aimed to extend the Q line by 1.8 

miles, faced significant delays and budget overruns, with costs 

reaching approximately $4.3 billion per mile, making it one of the 

most expensive subway projects globally. Investigations revealed 

that design decisions, such as constructing stations twice as large 

as necessary, contributed to these inflated costs. Such decisions 

were often the result of fragmented communication and lack of 

coordination among various teams and stakeholders, leading to 

redundant efforts and costly rework.
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	 Poor collaboration and communication within teams significantly 

impact organizational efficiency and the quality of service delivery. 

Research reveals that teams waste over 20 hours per month due to 

ineffective collaboration, amounting to nearly six workweeks lost 

annually. A survey by Pumble found that 63% of employees have 

wasted time at work because of communication issues, with 59% 

missing critical messages and 31% losing important files. These 

inefficiencies don’t just affect internal workflows; they extend 

to customer experience as well. Poor internal communication 

has resulted in 24% of employees reporting a negative impact on 

customer satisfaction, while 14% acknowledged losing customers 

to competitors due to miscommunication. Furthermore, a study 

by leadership consultancy Fierce, Inc. highlighted that 86% of 

employees believe workplace failures primarily stem from lack of 

collaboration or ineffective communication, underlining the urgent 

need for integrated communication strategies.

•	 Longer Response Times: Where users expected rapid, personalized 

solutions, the delays in ticket assignment and resolution times were 

common. This was due to limited self-service options and static 

FAQs. In today’s fast-paced digital environment, users anticipate 

swift and personalized solutions to their issues. However, traditional 

IT support systems often experience delays in ticket assignment 

and resolution, primarily due to limited self-service options and 

static FAQs.

A CX report (circa 2022–2023) states that research indicates that the average 

response time across numerous companies is approximately 5.32 hours, while the 

average resolution time extends to about 7.33 days. These prolonged durations can 

be attributed to the absence of dynamic self-service resources and the reliance on 

outdated informational repositories. Notably, 81% of consumers express a desire for 

more self-service options, yet only 40% of businesses believe they adequately meet this 

demand. Furthermore, when user-friendly online information bases are available, 91% 

of customers are inclined to utilize these support options first. This underscores the 

critical need for organizations to enhance their self-service capabilities to meet user 

expectations and improve overall service efficiency.
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Despite these challenges, this manual approach worked successfully in simpler 

times, setting a strong foundation for the modern ITSM. It was when the IT landscape 

started expanding exponentially, businesses became more complex, and the demand for 

more efficient, responsive, and scalable ITSM solutions grew that the need for change 

became inevitable. The need for change in IT Service Management (ITSM) became 

unavoidable as businesses faced an increasingly complex IT landscape. The exponential 

growth of technology, including the widespread adoption of cloud computing, big 

data, and artificial intelligence, had created an environment where traditional ITSM 

frameworks could no longer efficiently handle the scale and complexity of modern IT 

operations. As businesses expanded globally and adopted more advanced digital tools, 

the volume and variety of data they managed grew substantially. At the same time, the 

demand for faster, more agile service delivery increased, with a heightened expectation 

for real-time, personalized 24/7 customer support. In this environment, legacy ITSM 

systems, reliant on manual processes and static knowledge bases, were increasingly 

unable to meet these expectations.

Furthermore, the increasing interconnectedness of IT systems—driven by the rise 

of digital transformation, mergers, and the shift to remote work—created a need for 

more integrated and scalable service management solutions. Organizations required 

ITSM systems that could not only manage complex IT infrastructure but also seamlessly 

support cross-departmental collaboration and agile workflows. As companies became 

more customer-centric, with a stronger focus on personalized service and rapid issue 

resolution, the limitations of traditional ITSM systems became evident. The emergence 

of artificial intelligence and machine learning technologies provided a clear path 

forward, enabling automation and predictive analytics to optimize service delivery, 

reduce operational inefficiencies, and enhance the overall user experience.

Moreover, as businesses increasingly relied on digital platforms and stored more 

sensitive data, the need for robust security and compliance measures grew. The 

manual nature of traditional ITSM processes lacked the necessary tracking, auditing, 

and security features required to meet stringent regulatory requirements like GDPR 

and HIPAA. The convergence of these factors—technological advancements, business 

complexity, customer demands, and regulatory pressures—made it clear that the 

time for change was not only imminent but essential. “AI will not replace humans, but 

those who use AI will replace those who don’t,” said Ginni Rometty, the former CEO 

of IBM. Waiting for further advancements in technology or delaying the adoption of 

AI-driven ITSM solutions would have only served to exacerbate the challenges, leaving 

organizations ill-equipped to compete in a rapidly evolving digital landscape.
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1.3. � Timeline of Automation in ITSM
Automation has heavily revolutionized ITSM by eliminating many of the operational 

inefficiencies caused due to manual processes and their related human errors. The 

evolution of automation in IT Service Management (ITSM) has been a gradual process, 

driven by the increasing complexity of IT environments and the growing demand for 

more efficient and responsive systems. Here’s an overview of this evolution with key 

milestones and advancements over time:

 

•	 Pre-2000s: Manual ITSM Systems

	 In the ancestral days of ITSM, systems were entirely manual, relying 

on spreadsheets, paper-based workflows, and phone calls to manage 

service requests, incidents, and change processes.

	 Key Technologies: Basic ticketing systems such as those based on 

ITIL (Information Technology Infrastructure Library) principles, but 

they lacked any significant automation or predictive capabilities.
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•	 Early 2000s: The Introduction of Basic ITSM Tools

	 During this time, the ITSM landscape began evolving with the 

introduction of basic ticketing systems like ServiceNow, Remedy, 

and HP Service Manager. These systems allowed IT teams to log 

incidents, track service requests, and manage change processes, but 

they were still largely manual in nature, with limited automation 

capabilities.

	 Key Technologies: ITIL frameworks for managing IT services, basic 

workflow automation.

•	 Mid-2000s: The Rise of ITSM Automation

	 The mid-2000s marked a turning point when organizations started 

recognizing the need to automate repetitive tasks to improve 

efficiency and reduce human errors. Early automation capabilities 

emerged for simple tasks such as auto-assigning tickets, routing 

service requests based on predefined criteria, and automatic 

notifications. These tasks helped streamline workflows but were still 

rule-based and reactive.

	 Key Technologies: Workflow automation, rule-based ticket 

assignment, automated email notifications, simple escalations.

•	 2010s: Advanced ITSM Automation and Cloud Adoption

	 With the rise of cloud computing and the growing complexity of IT 

infrastructures, automation capabilities in ITSM systems began to 

expand significantly. AI-driven automation, including predictive 

analytics, started to emerge. Tools like ServiceNow introduced 

features like Predictive Intelligence to categorize tickets automatically 

and assign priority based on historical data, providing a more 

intelligent approach to incident management. This period also saw 

the adoption of self-service portals and chatbots, enabling users to 

resolve issues without directly involving IT teams.

	 Key Technologies: AI-driven predictive analytics, chatbots for user 

support, self-service portals, cloud-based ITSM platforms.
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•	 2015–2018: AI and Machine Learning in ITSM

	 The significant shift toward AI-powered automation began around 

2015, as the demand for faster resolution times and higher levels 

of efficiency increased. Machine learning algorithms were used to 

predict and resolve incidents before they impacted end users, and AI 

was used to analyze historical ticket data for patterns and trends.

	 Key Technologies: Predictive analytics, machine learning for issue 

resolution, chatbots (e.g., ServiceNow Virtual Agent), AI-driven 

decision-making.

	 Milestone: The introduction of Virtual Agent and Predictive 

Intelligence by ServiceNow marked a milestone in AI-driven 

ITSM. These tools leveraged data to automate and predict ticket 

routing, making IT service management more efficient and proactive.

•	 2019–2020: ServiceNow’s Expansion into Generative AI

	 By the late 2010s and early 2020s, ServiceNow and other ITSM 

vendors began integrating generative AI capabilities-AI-driven virtual 

agents that can learn, adapt, and handle more complex issues. This 

era also saw the integration of more advanced automation across 

various ITSM processes, including problem management, change 

management, and incident resolution. This period also brought 

about Natural Language Processing (NLP), enabling ITSM systems to 

understand and respond to user queries in natural language, making 

the interaction more intuitive and efficient.

	 Key Technologies: Generative AI, NLP, advanced machine learning, 

deep learning, integrated virtual agents.

•	 2021–Present: Hyper Automation, Agentic AI, and Full ITSM Automation

	 Today, automation in ITSM has reached a level where most repetitive 

tasks are fully automated, and the role of IT staff is focused more on 

strategic problem-solving, service improvement, and root cause analysis. 

The integration of AI with ITSM processes has enabled organizations 

to predict, prevent, and resolve issues before they impact users, 

effectively creating a more proactive IT environment. The introduction of 

autonomous AI Agents has revolutionized decision-making completely.

Chapter 1  From Manual Frameworks to Automated Workflows



12

	 Key Technologies: Agentic AI, hyper automation (using AI, RPA,  

and other technologies to automate end-to-end processes),  

AI-driven decision-making, advanced self-healing IT systems, and AI 

in performance monitoring.

1.3.1. � How AI Built upon Every Changing Technology
AI is reshaping the landscape of IT Service Management, evolving it from basic 

automation to intelligent, proactive systems. This section explores how AI capabilities 

like machine learning, NLP, and hyper automation are transforming ITSM into a smarter, 

faster, and more user-centric experience. Let’s discuss how these capabilities evolved 

over time, in the table below:

AI integration 
with ITSM

Initially, automation was rule-based and focused on simple task automation. 

Over time, AI and machine learning technologies enabled ITSM platforms to 

handle more complex tasks such as predictive incident resolution, personalized 

service, and self-healing systems. AI’s ability to analyze vast amounts of data and 

recognize patterns allowed for faster, more accurate decision-making, improving 

both user and IT team experiences.

From 
predictive to 
proactive

In the early days, automation was reactive—ticket routing, simple escalations, 

and notifications. With the introduction of predictive analytics and AI, ITSM 

systems evolved from simply reacting to incidents to predicting and preventing 

them. Machine learning models can now identify emerging issues based on 

patterns and suggest resolutions even before a ticket is logged.

Natural 
language 
processing 
(NLP)

The adoption of NLP technologies allowed ITSM platforms to understand and 

respond to user queries in a natural, conversational manner. This not only 

streamlined incident management but also provided users with more intuitive  

self-service options, reducing the reliance on human agents and accelerating 

issue resolution.

Hyper 
automation, 
agentic AI, 
and full ITSM 
automation

This phase combines various automation technologies, such as robotic process 

automation (RPA), workflow automation, and the build and use of AI Agents, to 

create a fully automated ITSM ecosystem. This phase aims to automate not just 

individual tasks but entire processes, enabling organizations to drive efficiency at 

scale.
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1.4. � The Role of Automation in Modern ITSM
Automation has revolutionized ITSM by eliminating many of the operational 

inefficiencies caused due to manual processes and their related human errors. By 

automating basic tasks such as ticket categorization, incident prioritization, and  

follow-up notifications, IT teams were able to focus on higher-value work such as service 

improvement, root cause analysis, and problem-solving. The evolution of automation 

in IT Service Management (ITSM) has been a gradual process, driven by the increasing 

complexity of IT environments and the growing demand for more efficient and 

responsive systems.

IT Service Management (ITSM) solutions first gained attention in the 1980s and 

the 1990s as organizations started to recognize the need for a structured approach to 

managing their IT service deliveries. Early ITSM frameworks were mostly focused on 

standardizing the service management practices and improving the overall efficiency of 

IT operations.

1.4.1. � Platforms That Initially Introduced ITSM Solutions

•	 HP Service Manager: HP (Hewlett-Packard) was one of the first 

major companies to introduce an actual ITSM solution. The HP 

Service Manager was built around the IT Infrastructure Library, 

which had been developed by the UK government’s Central 

Computer and Telecommunications Agency (CCTA) in the late 1980s. 

HP was a primary and an early adopter of ITIL-based solutions and 

helped organizations align toward structured IT service management 

processes.

•	 BMC Remedy ITSM: Almost a decade after the HP Service Manager, 

the BMC Remedy, introduced in the late 1990s, is often cited as one 

of the earliest and most widely adopted ITSM platforms. Remedy’s 

platform allowed organizations to automate and streamline 

IT service desk operations, with core functionality in incident 

management, change management, and asset management. BMC 

Remedy became a dominant force in the ITSM space for many 

years, owing much of its early success to its alignment with ITIL best 

practices.
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•	 Cherwell Software: Cherwell was founded in 2004 and provided 

ITSM solutions that focused on flexibility and customization. This 

platform was built on the ITIL framework, allowing companies to 

automate and streamline their IT operations and processes.

•	 ServiceNow: Founded in 2004, ServiceNow revolutionized ITSM 

by offering both on-prem and cloud-based solutions that leveraged 

automation and the ITIL framework. ServiceNow’s rapid growth 

and adoption in the late 2000s were primarily driven by its highly 

customizable workflows and the shift to cloud computing.

1.4.2. � Companies That Were Early Adopters 
of ITSM Solutions

•	 American Airlines: American Airlines can boast as one of the first 

major companies to implement ITSM solutions, specifically using 

Remedy’s platform, to manage their IT operations and improve their 

service delivery.

•	 BP (British Petroleum): BP was another major early adopter of 

the ITSM practices and solutions that implemented HP’s Service 

Manager to align their IT operations with ITIL best practices.

•	 Procter & Gamble: Procter & Gamble (P&G) are also one of the 

pioneering adopters of ITSM solutions, using HP and Remedy ITSM 

tools to standardize and improve their IT service processes globally.

•	 Telecommunications Companies: Many telecom companies, such 

as BT (British Telecom) and Verizon, will also be remembered 

as early adopters, using ITSM solutions to improve their IT service 

management processes, especially as their IT environments grew 

more complex with expanding network infrastructure.
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This automation was initially implemented in these two core areas of IT Service 

Management:

•	 Automated Incident Routing: With automation, incidents could 

now be routed to the appropriate team without human intervention. 

This ensured faster resolution times and prevented tickets from being 

left unattended in the queue due to manual oversight.

•	 Self-Service Options: End users were empowered to resolve 

common issues by themselves using ServiceNow’s self-service portal, 

improved exposure to knowledge articles, thereby reducing the 

volume of routine requests sent to the IT support team.

While automation greatly improved the overall service delivery and drove operational 

efficiency to better metric values, the introduction of artificial intelligence (AI) took the 

platform to the next level. The integration of AI, even at the most rudimentary level, 

allowed ITSM processes to become not only faster but smarter.

Here is a quick comparison for you:

Feature Traditional ITSM AI-driven ITSM

Incident handling Manual Automated

User experience Static self-serve options Dynamic self-serve options

Reporting and analytics Retrospective Predictive and real time

Scalability Limited to resource availability Effortless scaling with AI

1.5. � AI Capabilities and the ServiceNow Ecosystem
In this book, we will be focusing on how IT managers adopt ServiceNow platform’s AI 

capabilities to enhance the IT Service Management processes within their organization. 

This adoption will include the introduction of powerful features like automated incident 

deflection and other self-serve options by auto-classification, auto-routing, and knowledge 

management integration, allowing incidents to be automatically categorized, prioritized, 

and routed to the correct technician based on predefined rules. By introducing predictive 

intelligence, machine learning, generative AI, conversational intelligence, and more, 

ServiceNow transformed traditional IT processes into intelligent workflows.
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1.5.1. � Case Study: Novant Health Streamlines Service 
Requests with AI Integration

Background
A ServiceNow case study mentioned that Novant Health, a prominent healthcare 

provider, aimed to enhance the efficiency of its service request and resolution processes 

to better serve both patients and healthcare professionals.

Challenges

•	 Manual Processing: Service requests were manually analyzed and 

routed, leading to delays and potential misassignments.

•	 Operational Inefficiencies: The manual system consumed 

significant time and resources, impacting overall service delivery.

•	 Solution Implemented: Novant Health integrated ServiceNow’s 

artificial intelligence tools into their service management system, 

automating the classification and routing of service requests.

Key Features

•	 Automated Routing: AI analyzes incoming service requests 

and directs them to the appropriate team, eliminating manual 

intervention.

•	 Confidence Level Settings: Leaders can set thresholds to ensure AI 

assigns incidents only when a certain confidence level is reached, 

maintaining accuracy.

Results

•	 Increased Efficiency: Automated processes reduced the time spent 

on service request analysis and routing, allowing IT professionals 

to focus on more complex tasks. The case study mentioned that 

Novant Health mobilized AI to automate at least 63% of incidents by 

analyzing more than 87,000 predictions in a four-month period. And 

because of this, Novant reduced average incident resolution time by 

about 30%.

•	 Enhanced User Experience: Patients and healthcare professionals 

experienced faster resolution times, improving overall satisfaction.
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Following is the list of the most significant AI features integrated into the ServiceNow 

platform, making it the powerhouse of automation in the overall IT Infrastructure 

Management industry.

Machine learning (ML) Task Intelligence Now Assist for ITSM

Predictive Intelligence (PI) Document Intelligence AI-Powered Analytics

AI Search Virtual Agent Intelligent Workflow Automation

Automation Discovery NLP Sentiment Analysis

Incident Auto Resolution Generative AI Large Language Models

Conversational Intelligence Automation Intelligence Autonomous AI Agents

 Fun Fact M achine Learning, Natural Language Processing, and Predictive 
Intelligence complement one another to improve the ServiceNow platform’s 
functionality. NLP processes and interprets unstructured linguistic data, including 
user queries or ticket descriptions, with the use of Machine Learning, which forms 
its foundation. This data is then transformed into structured formats using NLP, 
which ML models then examine to find trends and forecast outcomes. Though 
ServiceNow is now making a shift from leveraging NLP to utilizing Large Language 
Models (LLMs), but originally, these features were combined with predictive 
intelligence to automate processes like prioritizing, routing, and ticket 
classification. Together, they produced a feedback loop in which predictive 
intelligence provided useful insights for more intelligent operations, ML improved 
predictions, and NLP provided aid in extracting meaningful insights from data, 
thereby enhancing how it’s used and not changing it.
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1.6. � Why Is AI the Ultimate Game-Changer 
for ITSM?

The introduction of AI into ITSM is about improving efficiency, as well as creating 

smarter workflows that could not only react to problems but also anticipate them. The AI 

capabilities in ServiceNow could analyze large volumes of data, identify common trends, 

and then make recommendations for improvements. This shift from reactive to proactive 

management was a game-changer for the IT teams and the end users alike.

The shift from manual processes to automated workflows and its eventual flow into 

AI-driven decision-making marks a fundamental change in how the IT teams operate. 

AI is no longer just an optional tool but the backbone of modern ITSM platforms, 

enabling organizations to work smarter, not harder. In its early stages, AI in ServiceNow 

was limited to specific tasks, such as basic incident classification. Over time, AI evolved 

into a comprehensive solution for automating complex IT workflows, providing more 

advanced capabilities like personalized end-user experiences, predictive insights, self- 

healing systems, and the intelligent AI agents that can autonomously interact with their 

environment, gather data, make decisions, and complete tasks, either independently or 

under human supervision, across the ServiceNow platform.
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 Tip for IT Managers S tart small. Even if your team is just beginning to 
explore ServiceNow’s AI capabilities, implementing small-scale AI-driven projects 
can lead to big wins. Begin with something basic such as automating incident 
routing and gradually scale up to more advanced capabilities such as predictive 
intelligence and virtual agent-powered self-service.

1.7. � Summary
This chapter takes us through the foundational journey of IT Service Management-

from the era of manual ticket handling to the cutting-edge capabilities of AI-powered 

automation. We explored the historical context of ITSM, the early challenges of 

traditional systems, and how platforms like ServiceNow transformed service  

delivery through AI, predictive analytics, NLP, and hyper automation. By examining  

real-world case studies, timelines, and platform evolutions, the chapter showcases how 

automation has become the cornerstone of modern ITSM strategies-improving agility, 

user experience, and operational efficiency. As we progress further in this book, we will 

learn how to fully leverage ServiceNow’s AI capabilities to optimize ITSM processes and 

unlock new levels of efficiency for your organization.

In the next chapter, we will dive deeper into understanding the foundational 

components of ServiceNow’s AI capabilities, including its Predictive Intelligence,  

Natural Language Processing, and more, and how they all work together to automate 

and streamline IT Service Management processes in ServiceNow.

1.7.1. � What Did We Learn?

•	 The early days of ITSM were heavily manual, error-prone, and lacked 

scalability-setting the stage for automation to emerge as a necessity.

•	 Key pain points in traditional systems included manual data entry, 

lack of analytics, poor communication, and long response times, all 

of which affected service quality and user satisfaction.

•	 Automation introduced critical efficiencies like auto-routing,  

self-service portals, and task triaging, eventually evolving into 

intelligent systems powered by AI and machine learning.
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•	 AI capabilities such as NLP, predictive intelligence, and agentic AI are 

now driving a paradigm shift-moving ITSM from reactive to proactive 

and from static to adaptive.

•	 ServiceNow and similar platforms played a pivotal role in scaling 

these technologies, offering IT teams the tools to work smarter, faster, 

and more strategically.

•	 Modern ITSM is not just about technology, it’s about transformation, 

empowering organizations to operate at scale, stay resilient, and 

continuously improve service delivery.

TEST YOUR KNOWLEDGE

	1.	 What was one of the main limitations of traditional ITSM systems?

	A .	T oo much AI dependency

	 B.	L imited internet access

	 C.	M anual processes and delayed response times

	D .	O veruse of predictive analytics

	2.	 Which of the following is an early ITSM platform?

	A .	S alesforce

	 B.	 BMC Remedy

	 C.	 Zoom

	D .	T rello

	3.	 What milestone marks the beginning of AI-powered automation in ITSM?

	A .	 2000–2005

	 B.	 2010–2012

	 C.	 2015–2018

	D .	 2021–2023
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	4.	 Which capability allows ITSM systems to understand and respond to user 
queries in a conversational way?

	A .	RPA

	 B.	P redictive intelligence

	 C.	N atural language processing (NLP)

	D .	W orkflow automation

	5.	 Traditional ITSM systems used advanced predictive analytics for 
decision-making.

◻ True ◻ False

	6.	 ServiceNow was founded in the 1980s as the first cloud-native ITSM 
platform.

◻ True ◻ False

	7.	 Hyper automation involves automating only individual, repetitive tasks.

◻ True ◻ False

	8.	 In your own words, explain why traditional ITSM systems eventually 
became inadequate for modern enterprise needs.

___________________________________________________________

	9.	 List two AI-powered features in modern ITSM platforms that you think 
would be most valuable to your organization or team.

___________________________________________________________

	10.	 Think of a manual ITSM challenge you’ve observed or experienced.  
How could AI or automation help resolve it?

___________________________________________________________
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1.7.2. � Bonus Thought
How do you envision the future of ITSM a decade from now? What role do you think 

agentic AI will play in shaping that?

_______________________________________________________________________________

____________________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer C B C C False False False
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CHAPTER 2

Overview of ServiceNow’s 
AI Capabilities
Not too long ago, IT Service Management was seen purely as a process-a way to 

log tickets, resolve issues, and move on. But as business demands grew and digital 

ecosystems became more complex, a shift began to unfold. Intelligence needed to be 

built into the very fabric of service management, not layered on top of it.

This is where ServiceNow’s vision for AI takes center stage. AI in ServiceNow is 

not just about technology, but about rethinking ITSM to create value at every step 

of the process. Machine learning forms the backbone of many advanced features in 

ServiceNow. From analyzing historical data to training models capable of identifying 

patterns, it does so by learning vast amounts of data and continuously adapting and 

evolving to deliver improved predictions and efficiencies over time.

 Tip for IT Managers  Data is necessary to train the models. However, we 
need to be careful that the accuracy of the model predictions depends not only on 
the amount of data used for the training, but also on the quality, reliability, and 
context. High-quality, accurate, and relevant data enables models to make better 
and more reliable predictions, while poor-quality or irrelevant data can lead to 
biased or incorrect outcomes. Reliable data ensures consistency and 
trustworthiness in results, and incorporating contextual information helps models 
better understand and interpret the data, leading to more precise predictions. 
Therefore, both the quantity and the quality, reliability, and context of data are 
essential for building effective AI models.

https://doi.org/10.1007/979-8-8688-1706-9_2#DOI


24

2.1. � ServiceNow’s AI-Focused Acquisitions 
and Partnerships (2020–2025)

2020 was the year that ServiceNow positioned itself at the forefront of the AI revolution.

2020

•	 Loom Systems: Enhanced AIOps capabilities by integrating 

advanced analytics for proactive IT issue detection

•	 Passage AI: Bolstered natural language understanding and chatbot 

functionalities

•	 Sweagle: Strengthened configuration data management to ensure 

system integrity and compliance
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2021

•	 Element AI: Accelerated AI innovation and research, integrating 

advanced AI solutions into ServiceNow’s platform

•	 Lightstep: Expanded observability tools, enhancing monitoring and 

performance analysis across complex systems

•	 Swarm64: Improved database performance and scalability, 

optimizing data processing capabilities

•	 Mapwize: Introduced indoor mapping services, enriching location- 

based service offerings

•	 Intellibot: Entered the robotic process automation (RPA) space, 

automating repetitive tasks to boost efficiency

•	 Gekkobrain: Streamlined ERP migrations and modernized systems 

of record

2022

•	 Hitch: Integrated AI-driven skills mapping, aiding organizations in 

talent management and workforce planning

•	 Era Software: Unified observability strategies, enhancing data 

analytics and monitoring solutions

2023

•	 G2K: Acquired to redefine retail and other sectors with AI-powered 

platforms, enhancing customer experience and operational 

efficiency

•	 Ultimate Suite: Enhanced process mining and intelligent automation 

capabilities, optimizing business workflows

2024

•	 4Industry: Focused on smart daily management, improving 

operational processes in manufacturing and related industries

•	 Raytion GmbH: Enhanced GenAI-powered search and knowledge 

management capabilities on the Now Platform
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2025

•	 Moveworks: Acquired to bolster AI-driven employee support and 

communication, enhancing workplace productivity

•	 data.world: Acquired to help customers better manage data assets in 

this agentic AI era

These strategic moves underscore ServiceNow’s commitment to integrating 

advanced AI technologies, enhancing its platform’s capabilities, and delivering 

innovative solutions across various industries.

In this chapter, we will traverse ServiceNow’s AI capabilities at a high level 

and understand how the platform leverages these capabilities to revolutionize the 

modern IT landscape. Let us explore the key AI capabilities in ServiceNow and their 

transformative impact.

2.2. � Virtual Agent
Virtual Agent is an AI-powered chatbot that addresses queries, resolves issues, and 

provides guided assistance. It is built on NLP capabilities and can provide you with 

round the clock availability, so whether it is 10 a.m. or 10 p.m., you will have dedicated 

support available round the clock. Virtual Agents have also improved incident deflection 

by providing more self-help options. While we will discuss Virtual Agents in detail in 

the following chapters, it is important to note that you can integrate your virtual agents 

seamlessly with all your conversation platforms like Slack, MS Teams, etc.

The ServiceNow Virtual Agent offers several capabilities that enhance user 

experience and streamline support operations. It facilitates self-service resolutions 

by efficiently handling routine queries such as password resets, account unlocks, and 

sharing relevant knowledge base articles. Through guided troubleshooting, it provides 

users with step-by-step instructions to resolve technical issues independently, thereby 

reducing the need for human intervention. When faced with more complex scenarios, 

the agent seamlessly manages escalation handling by transferring the conversation to 

human agents, ensuring service continuity-users can also explicitly request a live agent 

at any point. A powerful feature of the Virtual Agent is its ability to perform sentiment 
analysis, which involves monitoring user feedback to assess satisfaction levels and 

identify service gaps. For instance, if a user expresses frustration—such as stating,  
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“This process is too complicated”—the system detects the negative sentiment and 

responds accordingly. This might include offering additional help, routing the 

conversation to a human agent, or adjusting the flow to simplify the interaction. Over 

time, by analyzing patterns in sentiment data, the platform can proactively address 

recurring pain points. For example, if many users express dissatisfaction with a specific 

step in the ticketing process, the system could recommend improvements, ensuring a 

more intuitive and satisfying user experience.

Virtual Agent uses Large Language Models which is key to transforming how users 

interact with the ServiceNow platform. Using LLMs, the platform understands human 

language, provides dynamic responses, and thereby simplifies complex interactions; 

LLM allows for intelligent ticket creation. For instance, if a user says that they need a 

laptop, LLM will automatically understand that the platform now needs to ask the user 

a series of questions related to the laptop that he would like to order and automatically 

place the request for him. This saved the user so much effort navigating through the 

catalog, filling in the details, and then finally submitting it. Everything was done for him 

via the chatbot with its underlying concept of the LLM.

Sentiment analysis Response

Negative sentiment Flagged for immediate follow-up

Positive sentiment Tracked for success metrics

The key features of the LLM in ServiceNow include

•	 Intent Recognition: LLM algorithms decode user intent from text 

inputs, ensuring accurate responses and actions.

•	 Context Extraction: By analyzing the user queries, LLM can identify 

critical information, enhancing the relevance of responses.

•	 Support for Multilingual Input: LLM can support multiple 

languages, enabling organizations to provide support to a diverse set 

of user base.
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2.3. � Automation Discovery
Automation Discovery uncovers manual processes within an organization that are 

suitable for automation, enabling IT teams to identify and streamline tasks using 

ServiceNow’s automation tools. Automation Discovery offers several key features that 

enhance efficiency within ITSM workflows. It begins with process mapping, which 

identifies and outlines manual processes, providing visibility into areas that are  

time-consuming or prone to human error. Based on this analysis, the system generates 

automation recommendations, highlighting specific tasks or workflows that can 

benefit from automation to streamline operations. Furthermore, Automation Discovery 

seamlessly integrates with ServiceNow’s automation tools, such as Orchestration and 

Flow Designer, enabling organizations to implement these recommendations directly 

and enhance overall service delivery.

2.4. � Document Intelligence
Document Intelligence allows ServiceNow to extract and understand data from 

documents, such as service requests, contracts, or incident reports, and automate 

processes based on the extracted information. Document Intelligence in ServiceNow 

offers powerful capabilities designed to streamline document processing and enhance 

decision-making. One of its core features is data extraction, which allows users to pull 

key information from unstructured documents such as forms or PDFs with ease. This 

extracted data can then be used to automatically trigger workflows or create records 

within the ServiceNow platform, reducing manual effort and improving efficiency. 

Additionally, the solution provides AI-powered insights by analyzing the content of 

documents to uncover patterns or trends, enabling more informed and timely decision- 

making across various business processes.

 Tip for IT Managers  Document Intelligence is now obsolete and will be 
removed in 2 months from ServiceNow’s offering replaced by Now Assist for 
Document Intelligence. Document Intelligence is ServiceNow’s foundational  
AI-driven solution for automating data extraction from documents, using machine 
learning and OCR to improve over time with user feedback. Now Assist for 
Document Intelligence builds on Document Intelligence by leveraging large 
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language models (LLMs) and Generative AI, enabling advanced features like 
document Q&A, summarization, and conversational interactions, making document 
processing more intuitive, flexible, and powerful.

2.5. � Task Intelligence
Task Intelligence uses AI and machine learning to analyze tasks and incidents, helping 

to prioritize, categorize, and route them effectively. It assists in automating repetitive 

tasks and optimizing workflows. Task Intelligence in ServiceNow is designed to enhance 

task management through automation and AI-driven decision-making. It features task 

classification, which automatically categorizes and prioritizes tasks based on their 

content and context, ensuring that urgent or high-impact issues are addressed promptly. 

The system also provides routing recommendations, suggesting the most suitable 

assignee or group to handle each task, thereby improving efficiency and reducing 

resolution times. Additionally, automated escalation is built into the solution, enabling 

it to identify tasks that require immediate attention and escalate them appropriately to 

maintain service quality and responsiveness.

2.6. � Predictive Intelligence
Predictive Intelligence extends the capabilities of machine learning by anticipating 

outcomes and taking proactive measures, empowering the platform for proactive 

IT Service Management. It is fundamental to ServiceNow’s AI capabilities and is 

designed to make IT service delivery more efficient. It analyzes historical data, 

predicts incident categories, helps auto-routing, and provides resolutions. Predictive 

Intelligence in ServiceNow harnesses machine learning to improve service accuracy 

and responsiveness. One of its primary features is ticket categorization and routing, 

where the system automatically identifies the category and priority of incident tickets 

by analyzing historical data patterns, ensuring they are directed to the most appropriate 

teams. It also enables automated grouping of similar incidents, which facilitates 

bulk resolution and reduces redundancy in issue handling. Furthermore, Predictive 

Intelligence supports proactive maintenance by analyzing past ticket trends and 

performance data to anticipate potential failures, allowing teams to take preventive 

measures before issues arise.
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2.7. � Incident Auto Resolution
Incident Auto Resolution (IAR) for ITSM leverages AI and machine learning to automatically 

resolve incidents without human involvement. It helps the platform to detect resolvable 

incidents using historical data, knowledge base articles, and predefined solutions. Incident 

Auto Resolution in ServiceNow is designed to streamline the incident management 

process by minimizing manual effort and accelerating resolution times. It offers automated 

resolution, where incidents are resolved automatically based on predefined rules or insights 

generated through AI analysis. This feature is further enhanced by integration with the 

knowledge base, allowing the system to leverage existing knowledge articles to address 

and resolve incidents without human involvement. Additionally, it includes self-healing 

capabilities, which enable the platform to proactively trigger corrective actions when specific 

conditions are detected, ensuring a more resilient and responsive IT environment.

2.8. � Generative AI (GenAI)
Generative AI, fondly known as GenAI refers to a type of artificial intelligence that can 

generate new content such as text, images, code, or even more, purely depending on the 

data they have been trained on. Fundamentally, Generative AI uses machine learning 

techniques like regression, reinforcement learning, etc., to create responses that are 

contextually coherent and often resemble those created by humans. GenAI is used 

extensively in the ServiceNow platform.

Some of the major capabilities of Generative AI include

•	 Conversation support

•	 Text generation and summarization

•	 Image creation

•	 Text-to-code

The key features of GenAI in ServiceNow include

•	 Now Assist: This GenAI-powered assistant simplifies tasks by 

providing you with real-time suggestions and completing workflows 

through conversational prompts. For instance, you can ask Now 

Assist to generate a bar chart of all the incidents assigned to you this 

month, and it will create the report for you directly.
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•	 Incident Analysis and Root Cause Analysis: The GenAI capability 

automated the analysis of incident reports to predict potential 

root causes and suggested resolutions accordingly. It can do so by 

processing large datasets to provide recommendations in a  

human-readable format.

•	 Ticket Creation and Categorization: It can automatically draft 

detailed tickets by ingesting brief user inputs into structured forms, 

hence reducing manual effort.

•	 Knowledge Article Summarization: The GenAI capabilities can help 

you with the summarizing of the long knowledge base articles into 

concise and actionable points, thereby helping users quickly grasp 

the essential information.

•	 Generative AI for Workflow Automation: The GenAI develops 

tailored workflows based on the organizational requirements. 

It can draft workflows and approval processes, speeding up the 

implementation timelines.

Generative AI in ServiceNow offers several transformative features that can drive 

significant ROI for organizations. For instance, Now Assist, powered by GenAI, enables 

real-time suggestions and workflow completion through conversational prompts, saving 

employees valuable time on repetitive tasks. Studies from McKinsey & Company have 

shown that automation tools like chatbots and AI assistants can save organizations up 

to 30% of time typically spent on manual task handling. Similarly, incident analysis and 

root cause prediction powered by AI can automate processes that typically take several 

hours. According to a report by IDC, organizations using AI for incident management 

have reported up to a 40% reduction in mean time to resolution (MTTR), directly 

improving operational efficiency. Additionally, ticket creation and categorization can be 

drastically streamlined through AI, with generative models capable of auto-filling ticket 

details based on user input. This results in faster response times, and a Gartner study 

found that AI-driven automation in IT Service Management can reduce the workload for 

IT support teams by up to 50%. Lastly, workflow automation with GenAI can significantly 

shorten project timelines. As per research by Forrester, organizations that integrate AI 

into their workflows can see up to a 25% increase in project speed, enabling quicker 

delivery of business value.
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 Fun Fact  Generative AI doesn’t “think” in the way humans do-it doesn’t 
possess understanding, reasoning, or awareness. Instead, it “creates” by 
generating new content based on patterns it has learned from vast amounts of 
data, using statistical probabilities rather than conscious thought or judgment. For 
example, during a system outage simulation, a Generative AI module could rapidly 
assemble a detailed, step-by-step resolution guide by drawing on its training data, 
potentially even before the IT team has identified the root cause. However, this 
guide is not the result of true comprehension or problem-solving; it is a plausible 
synthesis of information that matches the patterns found in similar past scenarios. 
The AI’s output may be impressively thorough and fast, but it lacks the critical 
thinking, contextual awareness, and causal understanding that human experts 
bring to complex situations.

2.9. � Now Assist
Now Assist is ServiceNow’s generative AI-powered feature embedded directly into 

the Now Platform, designed to enhance productivity, efficiency, and user experience 

across IT, HR, customer service, and development workflows. It leverages advanced AI 

technologies, including large language models (LLMs), natural language processing, 

and machine learning, to deliver contextual assistance, automate tasks, and provide 

intelligent recommendations within the ServiceNow ecosystem.

How Now Assist Works?

Step 1: Detect the context of the user’s current ticket.

Step 2: �Provide targeted assistance that includes automated task 

resolution, process guides, self-serve options, etc.

Step 3: Track interaction outputs for continuous improvement.

Now Assist is available as a set of modules tailored to specific ServiceNow products, 

such as IT Service Management (ITSM), Customer Service Management (CSM), HR 

Service Delivery, and Creator workflows. It is highly configurable, with both out-of-the-box 

and customizable AI skills that address a wide range of business needs.
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Now Assist brings significant value to ServiceNow customers by transforming how 

work is done across IT and business operations. One of the most notable benefits is 

increased productivity, as Now Assist automates manual and repetitive tasks like 

summarizing incidents and generating resolution notes. This allows employees and agents 

to focus on higher-value work, resulting in measurable reductions in manual workload 

and faster task completion. It also drives enhanced self-service and case deflection by 

providing instant, AI-generated answers and recommendations. Users are empowered to 

resolve issues on their own, which reduces the number of support tickets requiring human 

intervention. This not only lowers support costs but also leads to greater employee and 

customer satisfaction. Another key benefit is improved decision-making. By analyzing 

large volumes of structured and unstructured data, Now Assist delivers real-time, 

actionable insights and recommendations that help users make better and faster decisions. 

Developers also see substantial gains through faster onboarding and development. With 

AI-assisted code generation, user story creation, and workflow automation, development 

cycles are accelerated while maintaining high standards for quality and compliance. In 

terms of governance, Now Assist ensures consistency and compliance by generating 

AI-driven content and summaries that adhere to organizational standards. This reduces 

documentation errors and enhances audit readiness. Designed with enterprise growth in 

mind, Now Assist offers scalability and customization, allowing organizations to tailor AI 

skills and virtual agents to their unique workflows and operational needs. Finally, security 
and trust are foundational to Now Assist. ServiceNow’s domain-specific AI models are 

built with rigorous security, privacy, and compliance controls, ensuring that sensitive 

enterprise data remains protected while maximizing the benefits of intelligent automation.

2.10. � AI-Powered Analytics
AI-Powered Analytics in ServiceNow helps to extract meaningful insights from historical 

as well as real-time data, supporting preinformed decision-making. AI-Powered Analytics 

in ServiceNow equips organizations with advanced tools to uncover meaningful insights 

and drive informed decision-making. One of its core capabilities is anomaly detection, 

which identifies deviations from normal data patterns, enabling teams to take proactive 

measures before issues escalate. It also provides data-driven insights, highlighting trends, 

correlations, and actionable metrics that support strategic planning and operational 

improvements. Furthermore, the platform enhances reporting capabilities by automating 

the generation of comprehensive, real-time reports, ensuring transparency and 

accountability for all stakeholders involved.
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2.11. � AI Search
AI Search revolutionizes the discovery of relevant information within ServiceNow by 

providing contextually accurate results tailored to user queries.

AI Search in ServiceNow is designed to deliver a smarter, more intuitive search 

experience by leveraging artificial intelligence. It features contextual relevance, which 

prioritizes and filters search results based on the user’s intent and current context, 

ensuring that the most meaningful information appears first. Through knowledge 
discovery, it surfaces the most pertinent knowledge articles and resources to aid in 

faster and more effective problem-solving. Additionally, AI Search offers customized 
results by adapting to each user’s interaction history, providing tailored search outputs 

that improve over time and enhance overall user productivity.

2.12. � Intelligent Workflow Automation
Intelligent Workflow Automation identifies inefficiencies and helps automate complex 

processes across IT and business functions, enhancing operational efficiency and 

excellence. Intelligent Workflow Automation in ServiceNow brings together advanced 

capabilities to streamline and enhance business processes. One of its primary features is 

process optimization, which focuses on eliminating redundancies and reducing delays 

within workflows to boost overall efficiency. The system also incorporates adaptive 
learning, allowing it to continuously improve by analyzing real-time interaction 

data and incorporating user feedback. Additionally, with Generative AI integration, 

ServiceNow enables the dynamic creation and refinement of workflows. This not 

only enhances agility but also empowers organizations to respond more effectively to 

changing business needs and user expectations.

2.13. � Agentic AI
Agentic AI is one of the latest capabilities of ServiceNow’s GenAI suite. It acts as a 

proactive assistant by automating tasks and accelerating decisions to solve problems 

on behalf of users. Agentic AI in ServiceNow introduces a new level of autonomy and 

intelligence to IT operations by enabling systems to act proactively and intelligently. One 

of its key features is task automation, which helps free up human resources by handling 

repetitive operations such as approvals and status updates, allowing teams to focus on 
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more strategic work. It also provides robust decision support, offering real-time insights 

derived from contextual information and data analysis to guide users and agents in 

making more informed choices. Furthermore, Agentic AI enhances problem-solving 
capabilities by automatically identifying and resolving issues, thereby reducing system 

downtime and minimizing service interruptions.

2.14. � Large Language Models (LLMs)
LLM is a deep learning-based AI which uses sets of neural networks made up of encoder 

and decoder pairs to understand and generate text. Unlike small language models, this 

is trained on extensive datasets, and it leverages self-attention to process relationships in 

language, serving as a generative AI for creating content. ServiceNow leverages LLM- 

based intelligent document processing, natural language understanding, multilanguage 

support, and semantic search to process informed, actionable, and reliable services. 

Large Language Models (LLMs) in ServiceNow bring advanced conversational 

capabilities that significantly enhance user experiences across the platform. One of 

their primary features is advanced query understanding, which allows the system to 

interpret and respond to complex queries with high accuracy, ultimately improving 

user satisfaction. LLMs also enable context-aware responses by analyzing a user’s 

interaction history and current context to deliver more relevant and personalized 

answers. Additionally, they support scalable interactions, ensuring consistent 

responsiveness even during periods of high user activity, making them well-suited for 

enterprise-level deployments where reliability and performance are critical.

2.15. � Summary
In Chapter 2, we explored how ServiceNow has redefined IT Service Management 

(ITSM) through its comprehensive suite of AI-driven capabilities. From foundational 

elements like machine learning and predictive intelligence to cutting-edge innovations 

such as Agentic AI and Large Language Models (LLMs), ServiceNow is enabling IT teams 

to evolve from reactive service providers to proactive business enablers. We reviewed 

major AI acquisitions and partnerships from 2020 to 2025 that accelerated this evolution 

and unpacked key features across capabilities like Virtual Agent, NLP, Now Assist, 
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Automation Discovery, Document Intelligence, and more. These tools not only optimize 

workflows but also drive intelligent decision-making, self-service, and operational 

excellence across the enterprise.

In the next chapter, we’ll discuss Predictive Intelligence and Conversational AI 

capabilities of the ServiceNow platform to optimize ITSM workflows and enhance 

operational efficiency.

2.15.1. � What Did We Learn?

•	 ServiceNow’s AI journey began in 2020, marked by key acquisitions 

(e.g., Loom Systems, Passage AI, Element AI, and Moveworks) that 

enhanced its AI, NLP, and automation stack.

•	 Machine learning is foundational to ServiceNow’s intelligent 

operations, enabling capabilities like ticket routing, anomaly 

detection, and performance optimization through continuous 

learning and adaptation.

•	 Virtual Agent and LLM technologies have revolutionized user 

interaction by making support conversational, intuitive, and 

sentiment aware.

•	 Now Assist and Generative AI introduced context-aware assistance 

and workflow automation, significantly reducing manual effort while 

increasing productivity and service quality.

•	 AI-powered features such as Predictive Intelligence, Task 
Intelligence, and Incident Auto Resolution help anticipate 

problems, recommend solutions, and automate resolutions at scale.

•	 New-age capabilities like Agentic AI and LLMs are shaping 

the future of ITSM by enabling proactive decisions, scalable 

conversations, and dynamic workflow generation—ushering in an 

era of autonomous IT operations.

•	 ServiceNow’s AI strategy isn’t just about automation-it’s about 

intelligent transformation, empowering teams to do more with less 

while delivering faster, smarter, and more personalized experiences 

across the board.
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TEST YOUR KNOWLEDGE

	1.	 Which ServiceNow acquisition enhanced AIOps capabilities in 2020?

	 A.	L ightstep

	B .	 Sweagle

	 C.	L oom Systems

	 D.	 Mapwize

	2.	 What is the primary purpose of Predictive Intelligence in ServiceNow?

	 A.	 Creating visual dashboards

	B .	 Designing forms

	 C.	 Anticipating outcomes and enabling proactive ITSM

	 D.	 Detecting network intrusions

	3.	 What feature allows ServiceNow to understand and process human 
language?

	 A.	W orkflow Editor

	B .	 Automation Discovery

	 C.	 NLP (Natural Language Processing)

	 D.	 Task Intelligence

	4.	 Which capability helps identify manual processes suitable for 
automation?

	 A.	V irtual Agent

	B .	 Now Assist

	 C.	 Automation Discovery

	 D.	 Document Intelligence
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	5.	 Which of the following is not a function of Generative AI in ServiceNow?

	 A.	 Image creation

	B .	W orkflow generation

	 C.	 Code writing

	 D.	 Manual ticket triage

	6.	 Virtual Agent can be integrated with platforms like Slack and MS Teams.

◻ True ◻ False

	7.	 Agentic AI helps in automating decisions and reducing downtime.

◻ True ◻ False

	8.	 Now Assist only works with predefined, static workflows.

◻ True ◻ False

	9.	 Task Intelligence assists with auto-prioritizing and routing tasks.

◻ True ◻ False

	10.	 LLMs in ServiceNow can understand user context to deliver personalized 
responses.

◻ True ◻ False

2.15.2. � Bonus Thought
If your organization is new to AI in ITSM, which two capabilities would you recommend 

implementing first, and why?
_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer C C C B D True True False True True
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CHAPTER 3

Building Intelligent ITSM 
with AI Solutions
Imagine an IT organization where service interruptions are anticipated before they 

even cause any disruption, an organization where incidents are categorized and routed 

without human intervention of any kind and where users receive conversational 

support that feels almost human. This isn’t science fiction; it’s the evolution of IT Service 

Management powered by artificial intelligence.

Now IT organizations are no longer judged solely by how quickly they can react 

and resolve issues, but by how intelligently they can prevent them. Building such 

intelligent systems isn’t just about adding automation; it is about embedding learning, 

contextualization, prediction, and human-like understanding deep into the service 

fabric. As we step into this next phase of ITSM, it becomes crucial to first understand the 

fundamental AI concepts that fuel this transformation.

Artificial intelligence (AI) is a boundless field enclosing a wide variety of approaches 

and systems that can be used to enable machines to simulate human-like intelligence. 

Limiting the scope of this book to IT Service Management (ITSM), AI can be extensively 

used to automate and optimize service management processes such as incidents, 

problems, requests, and change management. However, to get the most out of 

ServiceNow’s AI capabilities, it’s important that we understand the underlying concepts. 

Some of these have been listed below for your understanding.

https://doi.org/10.1007/979-8-8688-1706-9_3#DOI
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Machine learning Generative AI Predictive 
analytics

Large Language Model 
(LLM)

Machine learning 

allows systems to 

learn from data 

and improve over 

time. In ITSM, this 

can be manifested 

as AI predicting 

the categorization 

and prioritization of 

incidents based on 

past behavior. The 

more data the system 

is exposed to, the 

better it can automate 

routine processes and 

even predict future 

incidents.

GenAI enables 

systems to generate 

human-like responses 

by understanding 

context, intent, and 

historical interaction. 

In ServiceNow, it 

enhances Virtual Agent 

capabilities, allowing 

dynamic and natural 

conversations to resolve 

service requests, 

generate summaries, or 

assist with knowledge 

search, without relying 

solely on predefined 

scripts.

This is about 

using historical 

data to predict 

future outcomes. 

In ITSM, predictive 

analytics can be 

used to forecast 

the likelihood 

of an issue 

occurring, predict 

when service 

interruptions might 

happen, or even 

anticipate the 

volume of incoming 

service requests.

LLMs allow systems to 

understand and generate 

human-like language with 

deep contextual awareness. 

In ServiceNow, LLMs 

power features like Virtual 

Agent, Now Assist, and 

intelligent summarization, 

enabling seamless 

conversations, contextual 

recommendations, and 

enhanced knowledge 

discovery through natural 

language interactions.

For IT managers looking to enhance their IT Service Management processes, the 

following AI solutions offer a way to move from a reactive stance to a more proactive, 

data-driven approach. In this chapter, we will dive into the details of these capabilities, 

its applications in ITSM, and how it can be leveraged to improve service quality and 

operational efficiency.

3.1. � Organizational Readiness Toward Intelligent 
Platform Building

The first thing that the IT manager must ensure is the organizational readiness and 

technical maturity toward the adoption of building an intelligent platform in line with 

your organizational goals.
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•	 Ensure your organization has the budget for the licenses required 

for AI/ML features such as Predictive Intelligence, natural language 

understanding (NLU), LLM, Now Assist, or the Virtual Agent. The IT 

manager can work in advance with the ServiceNow Account Rep to 

understand the license requirements and associated costs.

•	 Ensure that your instance is supported for the enablement of these 

capabilities. While the GCC and Federal instances have limited 

support for these capabilities, the regular customer instances have 

full support for the implementation.

 Tip for IT Managers  The AI capabilities are not available on ServiceNow’s 
Personal Developer Instances (PDI). Reach out to your ServiceNow Account Rep for 
the product demos and understanding of these capabilities.

•	 Ensure your ServiceNow instance is running a version that supports 

ML features like Predictive Intelligence, Virtual Agent, or Now Assist.

•	 The IT manager must have an identified set of use cases for the 

testing and implementation of these capabilities.

•	 The organization must have a clear set of well-defined processes.

•	 Machine learning requires clean, contextualized, and high-quality 

data. Check for sufficient historical data in your instance. Ensure 

fields are consistently populated and free of duplicates. Use Data 

Quality Dashboards under Data Certification to analyze data.

•	 ServiceNow provides prebuilt models for specific use cases (e.g. 

incident categorization, assignment, prioritization), as well as adapts 

to the models that the customers are willing to deploy within the 

platform. Ensure these are enabled and tested.

Your organization is not yet ready for implementation of AI capabilities on the 
ServiceNow instance, if

•	 There is redundant and inconsistent data in the ServiceNow instance

•	 There is heavy customization across the ServiceNow instance as this 

will impact the OOB solutions
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•	 The processes and workflows are obsolete and not well defined

•	 There are only limited use cases for these capabilities, as this might 

affect ROI

•	 Data available for training and testing of these solutions is limited

•	 There is lack of effective change management processes or 

governance around the use of AI in the organization

•	 The knowledge base is outdated

•	 The service catalog still has redundant or unused catalog items 

marked as “active”

•	 There is a lack of resources to manage and maintain data

So, before a full-scale implementation, run a POC to validate 

the AI features on a small set of use cases, measure impact, 

and uncover potential issues. This helps assess scalability and 

suitability for the organization. There must be a sponsor, who 

is basically a senior leader who allocates resources and ensures 

alignment with business goals, and a champion,who is an IT 

leader or SME who advocates for AI adoption, drives engagement, 

and resolves concerns. You must also define clear phases with 

short sprints (two to four weeks) for AI feature deployment. Start 
with high-priority use cases, iterating based on feedback to 

ensure gradual, manageable progress. Work with suitable teams 

to create a roadmap that align your AI initiatives with business 

objectives, prioritizing high-value use cases and adjusting the 

plan based on regular feedback.

Infact, even prior to working on getting the stakeholder buy-in,  

the IT manager must verify if your ServiceNow instance is 
technically ready for the implementation of these AI capabilities.

•	 There must be a sponsor, who is basically a senior leader who 

allocates resources and ensures alignment with business goals, 

and a champion, who is an IT leader or SME who advocates for AI 

adoption, drives engagement, and resolves concerns.
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•	 Define clear phases with short sprints (two to four weeks) for AI 

feature deployment. Start with high-priority use cases, iterating based 

on feedback to ensure gradual, manageable progress.

•	 Work with the Impact team to create a roadmap that aligns AI 

initiatives with business objectives, prioritizing high-value use cases 

and adjusting the plan based on regular feedback.

•	 Prior to working on getting the stakeholder buy-in, the IT manager 

must be aware if your ServiceNow instance is technically ready for 

the implementation of these AI capabilities.

3.2. � Introducing ML and Predictive Intelligence  
in ITSM

Machine learning in IT Service Management helps to enhance business scalability and 

improve business operations for organizations. Businesses face a challenge with growing 

volumes of data, in extracting meaningful information from a huge set of raw data, and 

in deriving meaningful business insights. Machine learning can serve as a solution 

to a variety of business complexities as its algorithm is built using historical data. It 

helps avoid duplicate and inaccurate data being entered into the database and enables 

businesses to compute and process information much faster.

Predictive Intelligence in ServiceNow is a powerful AI-driven tool designed to 

revolutionize IT Service Management (ITSM) by anticipating potential issues before they 

become significant problems. It leverages machine learning models to analyze historical 

data and recognize patterns that signal an impending service disruption, enabling IT 

teams to take preemptive actions, hence improving the resolution times and overall 

service delivery.

Predictive intelligence uses a range of solutions to categorize, prioritize, and auto- 

assign incidents. The ML model learns continuously from feedback which eventually 

helps the model to detect unusual behavior or spikes, signaling potential issues prior to 

their actual escalation.

A strong success story comes from ServiceNow’s own support organization, which 

implemented Predictive Intelligence along with event management to proactively 

detect and address customer issues before they escalated. By leveraging supervised 
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machine learning models trained on historical incident and event data, the system was 

able to accurately categorize, prioritize, and auto-assign incidents while continuously 

learning from feedback to improve performance. This enabled early detection of unusual 

behavior and spikes in service activity, signaling potential issues ahead of time. The team 

replaced manual escalation tracking methods with automated workflows powered by 

the platform, resulting in a shift from reactive firefighting to proactive customer support. 

As a result, ServiceNow support could identify customers at risk of escalation and take 

preventive action-validating the effectiveness of Predictive Intelligence in streamlining 

incident management, improving service responsiveness, and enhancing customer 

satisfaction.

3.2.1. � How Predictive Intelligence Works
At the core of Predictive Intelligence in ServiceNow lies the machine learning algorithms 

that can learn from the historical data in the platform and apply this knowledge 

to predict the future events or outcomes. Let us dive deeper into how Predictive 

Intelligence works within the ServiceNow platform. It begins with data collection, 

where the system relies on historical data such as incident tickets, change requests, and 

problem records. The accuracy of predictions improves as the volume and quality of data 

increase. Following this, pattern recognition comes into play. Machine learning models 

analyze the collected data to identify recurring trends and relationships—for instance, 

detecting that a specific type of incident often follows a particular change request. This 

enables the system to flag potential issues before they arise. The next phase is model 
training and prediction, where the machine learning model, trained on historical 

data, begins to predict the likelihood of future incidents with increasing accuracy. This 

foresight allows IT teams to take preventive actions and reduce service disruptions. 

Finally, the system engages in continuous learning, updating itself with every new 

incident or data point. This ongoing refinement enhances predictive accuracy over time, 

ultimately leading to more efficient service delivery and a better overall user experience.

Predictive Intelligence uses the following solution types or classification frameworks 
to analyze data:

•	 Classification: This categorizes the incident data into predefined 

labels, for instance, automatically categorizing incidents into 

different categories (hardware, software, network, known error) and 

accordingly assigning subcategories and assignment groups.
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•	 Similarity: This solution type identifies records which are similar 

to the input record. The similarity is of course based on multiple 

attributes. For instance, identifying duplicate or related incidents is 

one of the most common use cases of this solution type.

•	 Clustering: This solution type is used to group similar records into 

clusters without any predefined tag labels. This solution type falls 

under the unsupervised learning, which is a machine learning 

technique that can analyze data without any human intervention 

to identify patterns and group them in the most logical manner. For 

instance, this solution type can identify and group similar incidents 

to create a trend and understand the recurring issues.

 

3.2.2. � Key Benefits of Predictive Intelligence in ITSM
The integration of Predictive Intelligence in ServiceNow can bring a wide range of 

benefits to IT operations. Here are some of the key advantages of using Predictive 

Intelligence in IT Service Management. One of the most significant benefits is proactive 
incident management, where incidents can be anticipated and addressed before 

they occur. This minimizes downtime and improves service availability. For instance, 

the system might predict when a server is likely to encounter an issue, enabling IT 
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teams to take preventive measures. Another major advantage is improved efficiency, 

as predictive models help filter out false positives and irrelevant alerts. This allows IT 

teams to focus their efforts on high-priority incidents, ensuring critical issues receive 

the attention they need. These improvements also lead to cost savings, as organizations 

can avoid expensive emergency fixes and service outages through proactive problem 

management. In turn, this contributes to enhanced user satisfaction, as customers 

benefit from a more seamless and reliable service experience with fewer disruptions. 

Lastly, Predictive Intelligence supports data-driven decision-making, empowering IT 

managers to base their strategies and resource allocations on trends and analytics rather 

than assumptions. This results in more effective planning and optimized performance 

across the organization.

3.2.3. � Key Use Cases for Predictive Intelligence 
in ServiceNow

ServiceNow’s Predictive Intelligence can be applied across various ITSM use cases, 

helping organizations achieve significant improvements in efficiency and service 

delivery. Here are some notable use cases where Predictive Intelligence delivers 

significant value within IT Service Management. In incident management, Predictive 

Intelligence can forecast potential incidents before they happen. For example, if specific 

conditions are met-such as a particular hardware configuration or a recurring pattern 

of failures, the system can alert IT teams in advance, allowing them to proactively 

address the issue and prevent service disruption. In problem management, it analyzes 

historical incident data to uncover recurring issues that may indicate deeper, underlying 

problems. When such patterns are detected, Predictive Intelligence can automatically 

generate a problem record and suggest corrective actions, such as initiating a software 

patch or replacing faulty hardware, before the situation escalates into a major outage. 

These capabilities not only enhance operational efficiency but also strengthen an 

organization’s ability to deliver uninterrupted service.

Predictive Intelligence can transform IT Service Management in the ServiceNow 

platform by combining automation with intelligent predictions, enabling IT teams 

to focus on more strategic tasks. Traditionally, IT teams were used to operating only 

reactively, but, with the rise of AI-powered capabilities like Predictive Intelligence, 

organizations can now shift toward a more proactive approach.
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3.3. � AI Search
AI Search is an advanced search feature powered by artificial intelligence that enhances 

the search experience within ServiceNow. It uses machine learning algorithms to 

understand the intent behind a user’s query and provides more relevant results. One 

of its standout features is contextual and semantic search, which means it understands 

the intent and context behind a user’s query, not just the specific keywords entered. 

This is made possible through natural language understanding, allowing AI Search to 

surface the most relevant results even if the user’s wording doesn’t exactly match the 

information stored in the system. The search engine indexes a wide range of data, both 

from within the ServiceNow platform and from external sources, enabling users to 

perform unified searches across knowledge bases, catalog items, records, and more.

Personalization is another core aspect of AI Search. The system tailors search 

results based on the user’s role, recent activity, and search history, ensuring that the 

most relevant information appears at the top. Predictive search suggestions further 

enhance the experience by offering autocomplete options as the user types, drawing 

from trending queries, personal history, and predicted intent. The search engine 

is self-learning, meaning it uses machine learning to analyze user interactions and 

continuously improve the relevancy of its results. Administrators have the flexibility 

to fine-tune search profiles and relevancy models, adapting the search experience for 

different groups or business needs.

AI Search also introduces “Genius Results,” which are out-of-the-box answer cards 

that provide actionable information directly in the search results. For example, users can 

see catalog items, people search results, or Q&A cards without needing to click through 

multiple pages. The platform supports multiple languages, including English, French, 

German, Japanese, and Spanish, and incorporates features like lemma and Unicode 

normalization to ensure consistent and accurate results across languages. Accessibility 

is a priority as well, with improved compatibility for screen readers, better keyboard 

navigation, and enhancements in color contrast and font sizing, making the search 

experience more inclusive for all users. Administrators benefit from built-in analytics 

and reporting tools that allow them to monitor search trends, track indexed sources, 

and analyze user behavior to continually optimize the search experience. Importantly, 
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AI Search adheres to ServiceNow’s robust security model, ensuring that users only see 

information they are authorized to access.

For customers, the benefits of AI Search are significant. It enables faster issue 

resolution by helping users and agents quickly locate relevant knowledge articles, 

catalog items, or records, reducing the time spent searching for information and 

resolving problems. The improved search capabilities support self-service, empowering 

employees and customers to find answers to common questions on their own, which 

increases case deflection and reduces the workload on support teams. Productivity is 

boosted as users receive personalized, context-aware results and predictive suggestions, 

allowing them to work more efficiently. The unified and modern search experience is 

consistent across all ServiceNow interfaces, including web portals, mobile apps, and 

chatbots, ensuring users have a seamless experience no matter how they access the 

platform.

As AI Search is self-learning, its ability to return relevant results improves over time, 

leading to higher user satisfaction and continuous optimization of the search process. 

Enhanced accessibility features ensure that all users, including those with disabilities, 

can effectively use the search function. By making it easier for users to independently 

find the information they need, organizations can reduce support costs and improve 

overall service delivery. The actionable nature of Genius Results means that users can 

often take immediate steps directly from the search page, further streamlining workflows 

and increasing efficiency. In summary, AI Search transforms the way users interact with 

information on the ServiceNow platform, driving greater efficiency, productivity, and 

satisfaction across the organization.

3.3.1. � How AI Search Works
AI Search uses NLP and machine learning models to analyze the query and ranks 

results based on relevance. It can also leverage the historical data, user preferences, and 

metadata to provide more personalized results.

3.3.2. � Benefits of Using AI Search in ITSM
Predictive Intelligence and AI-powered search capabilities in ServiceNow offer several 

key benefits that enhance both efficiency and user experience. One of the primary 

advantages is improved search accuracy, where search results are more closely aligned 
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with user queries, making it easier to find the most relevant information. This leads 

directly to faster resolution, as IT teams can quickly access the appropriate knowledge 

base articles, past incidents, or related tasks needed to resolve issues efficiently. 

Additionally, these intelligent search features contribute to a better user experience by 

allowing users to search using natural language rather than relying on precise technical 

terms, making the platform more accessible and intuitive for a wider range of users.

3.3.3. � Use Cases of AI Search in ITSM
AI Search in ServiceNow significantly enhances the efficiency of IT operations by 

streamlining the process of finding critical information. Whether users are searching 
for incident resolutions, knowledge articles, or change requests, AI Search delivers 

highly relevant results tailored to their specific needs. IT agents, in particular, benefit 

from this capability as they can quickly locate relevant solutions or similar past 
incidents, enabling them to resolve issues more rapidly and reduce overall resolution 

time. This intelligent, context-aware search functionality not only boosts productivity but 

also improves the consistency and quality of service delivery.

3.4. � Automation Discovery
Automation Discovery in ServiceNow is a powerful, machine learning-driven feature 

that enables organizations to identify and prioritize opportunities for automating 

manual or repetitive tasks across their workflows. By analyzing historical service 

management data such as incidents, HR cases, and other service records—it highlights 

specific processes that are prime candidates for automation. This analysis results in 

actionable recommendations and quantifiable metrics, such as potential time savings 

and incident or case deflection rates, allowing organizations to make informed decisions 

about where automation can have the greatest impact.

At its core, Automation Discovery provides comprehensive process mapping, 

helping IT teams pinpoint and visualize manual steps within ITSM workflows. It also 

offers intelligent automation recommendations by clustering similar records and 

identifying tasks suitable for tools like Virtual Agent conversations, auto-routing, and 

Agent Assist. These insights are delivered through user-friendly reports that surface key 

executive metrics, such as the number of automation opportunities identified, estimated 
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mean time to resolve, and affected assignment groups. The platform even identifies 

custom automation opportunities by detecting clusters of records that do not align with 

standard categories.

Furthermore, Automation Discovery integrates seamlessly with ServiceNow’s native 

automation tools, such as Orchestration and Flow Designer, making it easy to act on 

the insights provided. It’s quick to deploy-installation and configuration typically take 

minutes, and the first reports can be generated within 15 to 30 minutes, depending on 

data volume. For customers, the benefits are significant: Automation Discovery provides 

a clear, data-driven roadmap for digital transformation, accelerates the identification of 

high-value opportunities, reduces manual workloads, and improves both operational 

efficiency and service quality. By freeing up teams to focus on more complex tasks, 

it empowers organizations to become more agile and responsive to changing 

business needs.

3.4.1. � How Automation Discovery Works
Automation Discovery uses data analytics to analyze IT workflows and identify manual, 

repetitive tasks. It then provides recommendations on where automation can be applied 

to save time and resources.

3.4.2. � Key Benefits of Using Automation Discovery
Automation Discovery in ServiceNow delivers measurable value by driving increased 

operational efficiency and service excellence. One of its key benefits is increased 
efficiency, as it identifies and automates time-consuming manual processes, allowing 

teams to focus on more strategic tasks. This streamlining of repetitive work not only 

boosts productivity but also leads to cost savings, as organizations can significantly 

reduce operational expenses by automating routine and low-value activities. 

Additionally, Automation Discovery contributes to improved service delivery by 

accelerating the resolution of incidents and service requests, ultimately enhancing user 

satisfaction and ensuring more responsive and consistent IT support.
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3.4.3. � Use Cases of Using Automation Discovery in ITSM
Automation Discovery in ServiceNow plays a vital role in enhancing workflow efficiency 

by identifying and enabling automation in key service areas. One practical application 

is automating incident creation and routing, where the system detects patterns in 

service records and sets up workflows to automatically generate and assign incidents 

to the appropriate teams. Another impactful use case involves identifying manual 
approval processes that can be streamlined. By recognizing repetitive approval steps 

within workflows, Automation Discovery helps organizations automate these processes, 

significantly speeding up service delivery and reducing delays caused by manual 

interventions.

3.5. � Incident Auto Resolution for ITSM
Incident Auto Resolution (IAR) for ITSM in ServiceNow leverages artificial 

intelligence (AI), machine learning (ML), and natural language understanding (NLU) 

to automatically detect, diagnose, and resolve incidents with little to no human 

intervention. By analyzing historical incident data, knowledge base articles, and 

predefined solutions, the system can identify and address repeatable issues quickly 

and efficiently. When an incident is submitted via email, self-service portals, or 

other channels, ServiceNow uses advanced ML and NLU algorithms to interpret the 

description, assess severity, and determine intent. If the issue aligns with a known 

resolution path, the system either applies a predefined fix or assigns the incident to a 

virtual agent. The virtual agent, powered by conversational AI, proactively contacts 

the user through their preferred channel-be it Microsoft Teams, email, SMS, or the 

ServiceNow portal, and guides them through the resolution process. This may include 

suggesting solutions, automating routine fixes like password resets, or linking the user to 

relevant knowledge articles or service catalog items.

If the virtual agent cannot fully resolve the issue, the system then employs AI- 
powered search to surface the most relevant content, such as FAQs, KB articles, or 

catalog items to assist the user in finding a resolution. Importantly, the platform is 

designed to learn from every interaction, collecting feedback and performance data 

to improve its accuracy and responsiveness over time. This self-learning capability 

ensures that the auto resolution engine becomes increasingly effective at addressing 

common incidents.
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The feature also includes self-healing mechanisms, which automatically trigger 

corrective actions when specific conditions are met, such as restarting a failed service or 

executing a remediation workflow, thereby preventing potential disruptions. Together, 

these capabilities provide faster, more reliable incident handling, improve service 

continuity, and significantly reduce the manual workload on IT teams. For customers, 

the benefits are substantial: incidents are resolved more quickly, users experience less 

downtime, and IT staff are freed to focus on complex, high-value tasks. This leads to 

improved productivity, enhanced service quality, and higher user satisfaction across the 

organization.

3.5.1. � How IAR for ITSM Works
Incident Auto Resolution analyzes incoming incidents and compares them with 

historical data and knowledge base articles. If a match is found, it automatically applies 

the solution, closing the incident without requiring human intervention.

3.5.2. � Key Benefits of Using IAR for ITSM
Incident Auto Resolution delivers a range of benefits that significantly enhance the 

efficiency and effectiveness of IT service delivery. One of the most impactful advantages 

is faster incident resolution, as the automation of routine tasks dramatically reduces 

the time required to address common issues. This leads directly to a reduced workload 
for IT teams, allowing agents to shift their focus to more complex, high-value problems 

rather than spending time on repetitive tasks. As a result, organizations experience 

improved user satisfaction, with users benefiting from quicker response times 

and seamless resolutions, ultimately fostering a more positive and reliable service 

experience.

3.5.3. � Use Cases of Using IAR for ITSM
Incident Auto Resolution is particularly effective in automatically resolving incidents 

related to common issues, such as password resets, software glitches, or printer errors. 

By leveraging AI-driven workflows and knowledge base integration, the system can 

handle these repetitive tasks without human involvement. This automation significantly 

reduces the volume of incidents that require manual intervention, enabling IT teams to 
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concentrate on more critical and complex problems. As a result, organizations benefit 

from faster resolutions, improved operational efficiency, and a more strategically 

focused IT workforce.

3.6. � Task Intelligence
Task Intelligence uses AI and machine learning to analyze tasks and incidents, helping 

to prioritize, categorize, and route them effectively. It assists in automating repetitive 

tasks and optimizing workflows. Task Intelligence within the ServiceNow platform is an 

AI-driven solution designed to streamline and automate the categorization, assignment, 

and triage of tasks such as incidents, cases, and service requests. By leveraging machine 

learning models trained on historical data, Task Intelligence can predict and recommend 

values for key fields like assignment group, configuration item, and service, making the 

process of routing and resolving tasks more efficient and accurate.

One of the core features of Task Intelligence is its intuitive admin console, which 

allows business users and administrators, without requiring deep AI or data science 

expertise, to easily create, train, deploy, and monitor machine learning models. The 

setup process is guided and user-friendly, enabling organizations to quickly configure 

models based on their own data and specific needs. Out-of-the-box templates are 

provided for common use cases, and the models can be fine-tuned to predict multiple 

fields simultaneously, unlike earlier solutions that required separate models for each 

field. This approach not only reduces maintenance but also enhances performance and 

flexibility. The system can be trained on filtered datasets, such as closed or resolved 

incidents from the past year, and uses relevant input fields like short description and 

description to generate predictions for output fields.

Task Intelligence incorporates advanced capabilities such as sentiment analysis, 

which helps prioritize issues based on the detected sentiment in user communications, 

and language detection, which allows for intelligent routing of cases to agents with 

the necessary language skills. It also supports multilingual case categorization and 

can automatically populate fields on records, minimizing manual data entry and 

reducing the risk of errors. The admin console provides monitoring tools to track model 

performance, including acceptance rates of predictions and ongoing feedback, which 

can be used to further refine the models.

For customers, the benefits of Task Intelligence are substantial. By automating 

the routine and repetitive aspects of task triage and assignment, organizations can 
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significantly reduce resolution times and increase the accuracy and consistency of 

their data. This leads to improved agent productivity, as service teams spend less time 

on administrative work and more time on resolving complex issues. The enhanced 

accuracy in categorization and assignment also ensures that tasks are routed to the 

right teams from the outset, reducing reassignments and delays. Ultimately, these 

improvements translate into higher customer and employee satisfaction, as issues are 

resolved faster and fewer errors. The self-learning nature of the models means that the 

system continuously improves as it processes more data, delivering ongoing value and 

operational efficiency to the organization.

3.6.1. � How Task Intelligence Works
Task Intelligence uses machine learning algorithms to analyze historical task data, 

identify patterns, and apply that knowledge to new tasks. It can automate the 

classification and routing process, reducing manual effort.

3.6.2. � Key Benefits of Using Task Intelligence
Task Intelligence in ServiceNow brings several key benefits that enhance operational 

efficiency and service responsiveness. One major advantage is reduced manual effort, 

as the system automates the categorization of tasks, minimizing the need for human 

input in routine triage processes. This automation also enables faster resolution, with 

tasks being accurately routed to the appropriate teams or individuals, significantly 

improving response times. Additionally, Task Intelligence supports optimized 
workflows by prioritizing tasks based on urgency and context, ensuring that critical 

issues are addressed promptly while maintaining smooth service delivery across 

the board.

3.6.3. � Use Cases of Using Task Intelligence in ITSM
Task Intelligence in ServiceNow plays a vital role in streamlining IT operations by 

automatically categorizing and routing incidents and service requests based on 

their content and context. This intelligent automation eliminates the need for manual 

triaging, ensuring that issues are promptly directed to the appropriate teams. By 

automating repetitive tasks, Task Intelligence significantly improves the efficiency 
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of IT operations, allowing service teams to focus on resolving complex problems and 

delivering higher-value outcomes.

3.7. � Document Intelligence
Document Intelligence in ServiceNow enables the platform to intelligently extract and 

understand data from various types of documents, such as service requests, contracts, 

and incident reports, and automate workflows based on the extracted information. One 

of its core capabilities is data extraction, which allows users to pull key details from 

unstructured formats like forms or PDFs with high accuracy. Once the relevant data is 

captured, automated workflows can be triggered, enabling the creation of records or 

initiation of specific actions within ServiceNow, streamlining operations, and reducing 

manual effort. Additionally, Document Intelligence offers AI-powered insights by 

analyzing the content of documents to uncover patterns, trends, and actionable 

intelligence, thereby supporting more informed and timely decision-making across the 

organization.

 Tip for IT Managers  ServiceNow is planning to deprecate the feature soon, 
and it will be replaced with Now Assist for Document Intelligence. Customers 
having interest in this capability must liaise with their account manager to get 
more information on the Now Assist for Document Intelligence.

3.7.1. � How Document Intelligence Works
Document Intelligence uses machine learning and NLP to parse documents and extract 

relevant data. This information is then used to automate tasks or trigger workflows 

within ServiceNow.

3.7.2. � Key Benefits of Using Document Intelligence
Document Intelligence in ServiceNow delivers several key benefits that enhance 

operational productivity and accuracy. One major advantage is reduced manual data 
entry, as the platform automates the extraction of information from unstructured 

documents, significantly minimizing the risk of human error. This automation also 
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leads to improved efficiency, with workflows being accelerated through the automatic 

processing of forms, contracts, and service records. Additionally, Document Intelligence 

supports better decision-making by analyzing extracted data to generate insights, 

enabling IT teams to make more informed, timely, and data-driven decisions.

3.7.3. � Use Cases of Using Document Intelligence  
in ITSM

Document Intelligence in ServiceNow enables powerful use cases by leveraging AI to 

automate and streamline operations. One such application is automatically extracting 
information from incident reports or change requests to create records or trigger 

relevant workflows, eliminating the need for manual data entry and ensuring faster 

processing. Another impactful use case is automating the onboarding process by 

extracting data from employee documents, such as identification forms or offer letters, 

and using that information to generate service requests, provision access, or initiate 

onboarding workflows. These capabilities not only enhance efficiency but also improve 

accuracy and consistency across business processes.

 Note for IT Managers  Task Intelligence and Document Intelligence do not fall 
under the AI capabilities required for ITSM. As our scope is limited to ITSM, these 
capabilities have not been covered in detail here. For more information on these, 
please visit the related ServiceNow documentation.

3.8. � Virtual Agent (Conversational AI)
ServiceNow’s Virtual Agent is an intelligent conversational platform embedded within 

the Now Platform, designed to automate routine tasks, answer common queries, and 

efficiently complete workflows through natural, interactive conversations. Leveraging 

artificial intelligence and machine learning, the Virtual Agent understands user intent 

using Natural Language Understanding (NLU), which allows it to interpret and respond 

to queries in a conversational manner. This enables employees and customers to get 

instant assistance without navigating complex portals or waiting for human agents.
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A key feature of the Virtual Agent is its ability to automate workflows. For example, it 

can initiate ticket creation, retrieve data, update records, or trigger end-to-end business 

processes-all without human intervention. The platform comes with a wide range of 

prebuilt conversation templates tailored for IT Service Management (ITSM), HR services, 

and customer service, allowing organizations to deploy self-service solutions quickly and 

realize immediate business value. The Virtual Agent is also highly customizable, with a 

designer tool that enables organizations to create and modify conversation flows to suit 

specific needs.

Virtual Agent supports multichannel integration, allowing users to interact through 

their preferred platforms such as ServiceNow’s service portal, Now Mobile, Microsoft 

Teams, Slack, and other messaging apps. This omnichannel approach ensures users can 

access support wherever they are. The system also offers advanced analytics, providing 

real-time dashboards and insights into user interactions, ticket deflection rates, and 

conversation quality, which help organizations continuously optimize their service 

delivery.

Personalization is another strength of the Virtual Agent. It delivers customized 

experiences by utilizing data from the Now Platform to tailor conversations to each 

user’s needs. The platform supports multiple languages, making it accessible to a global 

workforce, and includes features like live agent handoff, where conversations can be 

seamlessly transferred to human agents when needed, with full context preserved.

For customers, the benefits of ServiceNow Virtual Agent are substantial. It provides 

24/7 support, ensuring that employees and customers can get help at any time, which 

greatly enhances satisfaction and loyalty. By automating repetitive tasks and resolving 

common issues instantly, the Virtual Agent significantly reduces operational costs and 

the workload on human support teams. This allows agents to focus on more complex, 

high-value tasks. The automation and efficiency brought by the Virtual Agent lead to 

faster resolution times, improved productivity, and consistent, high-quality service. 

Additionally, the platform’s scalability means it can handle thousands of interactions 

simultaneously, supporting organizations as they grow without requiring proportional 

increases in support staff. The data collected and analyzed by the Virtual Agent offers 

valuable insights into user needs and service trends, enabling better decision-making 

and continuous improvement of support processes. Overall, ServiceNow Virtual 

Agent transforms the support experience, driving efficiency, cost savings, and higher 

satisfaction for both employees and customers.
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 Note for IT Managers  Virtual Agent comes with the ITSM Pro subscription. If 
your organization has not purchased the license for Virtual Agent, you can try 
Virtual Agent Lite.

 

3.8.1. � Configuring the Virtual Agent
Content blocks are the foundation of the Virtual Agent. These are the reusable pieces of 

conversation content in Virtual Agent’s configuration. These could be simple responses 

or complex tasks which can trigger workflows or decision-making processes, for 

instance, a content block that allows users to submit requests for a new laptop. Other 

components that make up the Virtual Agent include

•	 Dialog Flow Designer: The front-end configuration of the 

Virtual Agent revolves around the design of conversation flows. 

Administrators use the graphical interface of the Virtual Agent 

Designer to create dialogues, interaction patterns, and the general 

conversational experience.
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•	 User Interface: The front-end configuration also includes 

customizing the appearance and interaction flow, like designing 

user-friendly buttons, response templates, and multilingual support. 

Additional details about the personalization have been added further.

•	 ServiceNow Integration: The back-end configuration ensures that 

the Virtual Agent can integrate seamlessly with other ServiceNow 

modules such as Incident Management, Request Management, and 

Knowledge Management. This configuration is crucial for linking the 

agent’s conversation flows with real ITSM workflows.

•	 Automation Rules: Administrators define automation rules for 

routing, escalation, or task creation. These rules govern how the 

Virtual Agent interacts with data from the ITSM processes, ensuring it 

responds contextually and takes appropriate actions.

�Personalization and Customization of Virtual Agent

ServiceNow provides multiple personalization and customization options for the Virtual 

Agent to align it with organizational needs and promote user engagement. The appearance 

of the Virtual Agent can be customized to reflect the organization’s branding. Virtual 

Agent can be personalized based on user preferences, roles, and previous interactions. For 

instance, a virtual agent can offer personalized greetings and recommendations to elevate 

the user experience. The Virtual Agent can also be configured to ensure that the users receive 

answers relevant to their context. Further, its multilingual support (internationalization and 

localization) makes it a great fit for organizations with global users.

Other things at play powering the Virtual Agent include NLP and predictive 

analytics. The NLP is essential to understand the user queries as NLP will interpret the 

user’s intent and steer the conversation accordingly. Predictive analytics further boosts 

the Virtual Agent by suggesting actions based on its analysis of previous data.

3.8.2. � Capabilities of the Virtual Agent
ServiceNow’s Virtual Agent is designed to offer extensive capabilities that allow it to 

serve as an intelligent assistant in IT operations. These capabilities include
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•	 Automated Incident Management: Virtual Agent can automatically 

log incidents, track their progress, and communicate with users 

about the status of their issues.

•	 Service Requests: Users can initiate service requests such as 

password resets, access requests, and software installations. Virtual 

Agent can also integrate with workflows to fulfill these requests.

•	 Knowledge Base Integration: Virtual Agent uses knowledge base 

articles to provide solutions to frequently asked questions and self- 

help options. This helps users get quick answers without having to 

escalate issues.

•	 Self-Service Automation: Many IT service desk functions, like 

password resets, account unlocking, and simple troubleshooting, can 

be automated through Virtual Agent.

For instance, if a user asks the Virtual Agent, “I forgot my password,” the Virtual 

Agent can respond by providing reset instructions or, if needed, initiate the password 

reset process through integrated workflows.

3.8.3. � Key Benefits of the Virtual Agent in ITSM
The implementation of Conversational AI through Virtual Agent and NLP in ServiceNow 

brings numerous benefits to IT organizations, including

•	 24/7 Availability: Virtual Agent can handle requests around the 

clock, reducing the dependency on human agents and improving 

response times. This is particularly valuable in global organizations 

that need to support users across multiple time zones.

•	 Improved User Experience: With NLP-powered Virtual Agent, users 

experience more intuitive, natural, and conversational interactions. 

The system can understand requests more accurately and provide 

quicker resolutions, resulting in a better overall user experience.

•	 Reduction in Service Desk Load: By automating routine tasks such 

as password resets, incident logging, and FAQ answering, the Virtual 

Agent significantly reduces the workload of human agents. This 

allows IT staff to focus on more complex and high-priority issues.
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•	 Enhanced Analytics and Insights: The data collected from Virtual 

Agent interactions can be analyzed to gain insights into recurring 

issues, user behavior, and service trends. IT managers can use this 

information to make informed decisions about improving IT services 

and preventing future issues.

3.8.4. � Virtual Agent and the Service Operations  
Workspace

The Service Operations Workspace is the central hub for IT support teams to manage 

incidents, service requests, and other tasks. The Virtual Agent integrates with this 

workspace in several ways:

•	 Automatic Case Creation: When a user interacts with the Virtual 

Agent, it can automatically create cases in the Service Operations 

Workspace. For instance, if a user asks for assistance with a 

network issue, the Virtual Agent logs the request and routes it to the 

appropriate technician in the workspace.

•	 Escalations: If the Virtual Agent is unable to resolve a particular 

issue, it can give the option to the user to transfer the issue to a 

human agent directly from the workspace. This interaction provides a 

seamless experience for both users and staff, ensuring that cases are 

handled swiftly and efficiently.

•	 Knowledge Transfer: When users ask common questions, the Virtual 

Agent can pull from the ServiceNow knowledge base. The user’s 

question and the agent’s responses can be logged and reviewed in the 

Service Operations Workspace for continuous improvement.
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3.8.5. � How Virtual Agent Impacts User and Staff 
Experience: A Comparative Analysis

User experience Staff experience

Virtual Agent dramatically improves user experience 

by providing quick, on-demand support 24/7.

Virtual Agent improves the staff experience by 

reducing repetitive tasks and allowing IT staff 

to focus on high-priority issues.

It eliminates the need for users to navigate complex 

systems or wait in long queues for support, offering 

faster, more efficient service delivery.

It also provides a platform for continuous 

learning and improvement, as AI learns 

from every user interaction to become more 

efficient over time.

Without Virtual Agent, users rely on traditional 

service desk operations, which may involve 

waiting for responses, being transferred between 

departments, and dealing with human limitations. 

With Virtual Agent, users enjoy a more responsive, 

efficient, and personalized experience.

Traditional ITSM often involves manual 

task handling, which can be stressful and 

resource-intensive for staff. Virtual Agent, 

by automating routine tasks, boosts staff 

productivity and allows them to focus on 

more complex issues.

By integrating Virtual Agent with ServiceNow’s powerful ITSM platform, 

organizations can automate and streamline their operations, driving both operational 

efficiency and user satisfaction.

3.8.6. � Importance of LLM for the Virtual Agent
LLM enables machines to understand and process human language in its natural form. 

When combined with ServiceNow’s Virtual Agent, LLM helps the platform to improve 

the accuracy and efficiency of user interactions.

•	 Text Interpretation: LLM allows Virtual Agent to understand both 

text and voice inputs. When the users type in a request, the system 

can parse the message, interpret the intent, and act accordingly. This 

creates a more fluid and natural user experience.
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•	 Intent Recognition: This is a core function of LLM. Its algorithms can 

analyze the text or input from the user and determine their intent. 

For instance, if a user asks, “How do you request a new laptop?”, the 

system recognizes the intent as a request for a new laptop and can 

automatically provide the necessary steps or trigger the request.

•	 Entity Recognition: LLM also permits entity recognition, which 

means it can identify specific information within the conversation. 

For example, if a user says, “I want to create a ticket for my network 

issue,” LLM can recognize “network issue” as an entity and route the 

request to the appropriate department or workflow.

•	 Contextual Understanding: LLM enables the system to understand 

context. For instance, if a user has a conversation history with the 

Virtual Agent, the system can reference previous exchanges and 

provide more relevant and personalized responses. This adds to the 

conversational nature of the interaction, making it feel more natural.

•	 Multilingual Capabilities: Another benefit of LLM is its ability to 

support multiple languages. With ServiceNow’s LLM in the Virtual 

Agent, users can interact in their preferred language, making IT 

support more accessible to a global workforce.

3.8.7. � Now Assist for Virtual Agent
The traditional Virtual Agent went through an upliftment with the Now Assist for the 

Virtual Agent that makes improved automated conversations with users and resolves 

issues via the use of LLMs over the traditional predictive intelligence techniques. Though 

the Virtual Agent capabilities are a component of the AI solutions offered by ServiceNow, 

the Now Assist for Virtual Agent (ITSM) is a special plugin introduced under the 

Generative AI solutions offered by the ServiceNow platform and contains predefined 

conversations related to IT Service Management only. For instance, this Virtual Agent 

proactively informs the user about the status of their incidents and requests, and the 

managers are alerted when they have approvals.
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3.9. � Summary
In this chapter, we have discussed how these capabilities, when integrated into 

ServiceNow, significantly enhance the ITSM experience by improving efficiency, 

reducing manual tasks, and optimizing workflows through AI-driven insights and 

automation.

In the next chapter, we will explore ServiceNow’s Generative AI and Now Assist: 

transforming service experiences. This chapter will focus on how generative AI and 

the Now Assist platform are reshaping IT Service Management by automating content 

creation, providing real-time assistance, and delivering dynamic responses to enhance 

service delivery.

3.9.1. � What Did We Learn?

•	 Foundational Concepts Matter: Understanding the roles of machine 

learning, NLP, LLM, and predictive analytics is essential before 

adopting AI in ITSM. These technologies enable systems to predict, 

interpret, and automate intelligently.

•	 Organizational Readiness Is Crucial: Successful AI adoption in 

ServiceNow depends on well-defined processes, high-quality data, 

stakeholder buy-in, and a technical instance that supports ML and AI 

capabilities.

•	 Predictive Intelligence Transforms ITSM: It moves organizations 

from a reactive to proactive state by analyzing historical data 

to forecast incidents, automate categorization, and reduce 

resolution times.

•	 AI Search Enhances Findability: AI Search leverages NLP and 

machine learning to deliver context-aware, personalized search 

results that improve speed and accuracy in resolving user queries.

•	 Automation Discovery Identifies Optimization Opportunities: It 

analyzes workflows to uncover high-impact manual tasks that can be 

automated, driving efficiency and reducing operational overhead.
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•	 Incident Auto Resolution Reduces Load on IT Teams: IAR 

automates the resolution of repeatable incidents using knowledge 

base articles and historical data—allowing IT staff to focus on more 

complex tasks.

•	 Virtual Agent and Conversational AI: With 24/7 support and 

context-aware interactions, the Virtual Agent improves user 

satisfaction and IT team productivity. Virtual Agent for Now Assist 

adds LLM-powered enhancements for proactive and dynamic service 

delivery.

•	 Change Requires Champions: Implementing AI solutions is 

as much a governance and change management effort as it is a 

technical one—requiring leadership sponsorship, clear use cases, 

and phased implementation.

TEST YOUR KNOWLEDGE 

	1.	 What is the core requirement for machine learning to function effectively 
in ServiceNow?

	 A.	R eal-time analytics

	 B.	H istorical, high-quality data

	 C.	 Manual workflows

	D .	 Business rules

	2.	 Which of the following is a primary use of Predictive Intelligence in ITSM?

	 A.	 Creating dashboards

	 B.	 Forecasting incidents before they happen

	 C.	 Assigning user roles

	D .	W riting approval workflows

Chapter 3  Building Intelligent ITSM with AI Solutions



66

	3.	 What does LLM enable within the ServiceNow Virtual Agent?

	 A.	 Ticket prioritization

	 B.	R eal-time dashboards

	 C.	 Natural, human-like conversations

	D .	 Approval routing

	4.	 Which ServiceNow capability helps identify manual tasks that can be 
automated?

	 A.	 Virtual Agent

	 B.	 Task Intelligence

	 C.	D ocument Intelligence

	D .	 Automation Discovery

	5.	 What is the role of the “champion” in AI implementation?

	 A.	 Funds the AI program

	 B.	 Approves architecture designs

	 C.	 Advocates AI adoption and drives engagement

	D .	H andles back-end configurations

	6.	 Predictive Intelligence only works with manually tagged incidents.

◻ True ◻ False

	7.	 The Virtual Agent for Now Assist uses traditional business rules to 
generate responses.

◻ True ◻ False
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	8.	 Incident Auto Resolution leverages knowledge articles to resolve 
incidents without human involvement.

◻ True ◻ False

	9.	 Automation Discovery only maps technical workflows.

◻ True ◻ False

	10.	 AI Search can understand natural language queries and improve based on 
user interaction.

◻ True ◻ False

3.9.2. � Bonus Thought
Imagine your organization is just beginning its AI journey in ITSM. Which two AI 

capabilities would you introduce first, and how would they help transform your current 

service delivery model?
_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer B B C D C False False True False True
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CHAPTER 4

Road to Transformational 
Service Experiences
Every few decades, there enters a new technology, and it changes everything. Not with 

a bang, but with a slow, quiet, and an undeniable shift in how work gets done. Think 

back to the time when emails replaced memos, or when cloud computing removed 

the need for physical servers. These weren’t just upgrades; they were recognized as 

paradigm shifts.

And today, once again, we stand at the cusp of another transformation, and it doesn’t 

just make processes faster. It makes them even smarter. Imagine an IT support center 

on a Monday morning. The queue is insanely long, the tickets are vague, and the agents 

are already overwhelmed. And then one day, the system begins drafting personalized 

replies, pulling in context, suggesting resolutions, and learning from every interaction. 

Not because we coded it this way, but because the system now learns from the data 

accumulated by the companies-every request, every incident logged on to the platform.

Welcome to the age of Generative AI. It is no longer a futuristic concept but is a 

practical enabler of smarter, faster, and more responsive IT Service Management. It 

can act as a strategic asset for organizations looking to reduce ticket volumes, improve 

service quality, and free up workforce for higher-value work. Within the ServiceNow 

platform, Now Assist has exemplified the shift. It leverages Large Language Models 

(LLMs) and assists your service teams with intelligent capabilities, relevant solutions, 

drafting meaningful responses, and automating workflows, all this while maintaining a 

human-like understanding of user needs.

This chapter explores how Generative AI can move your teams from reactive 

firefighting to proactive service delivery, thereby helping you drive efficiency, 

consistency, and user satisfaction at scale, and what would it mean for the IT leaders 

tasked with driving transformation. Let us take a look at how Generative AI can deliver 

ROI for IT managers.

https://doi.org/10.1007/979-8-8688-1706-9_4#DOI
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Value driver What it means Impact

Proactive 
service 
delivery

AI-powered recommendations and auto 

resolution reduce ticket backlog before it grows.

Faster response times and 

reduced operational load.

Enhanced 
agent 
productivity

Drafted responses, contextual knowledge 

surfacing, and AI-guided actions streamline 

agent workflows.

Agents focus on complex issues, 

improving satisfaction and 

retention.

Improved user 
experience

Personalized, conversational self-service 

reduces dependency on human support.

Higher CSAT scores and reduced 

first-level support costs.

The following figure shows estimated improvement percentages across key ITSM 

value drivers enabled by Generative AI. The chart highlights tangible gains in proactive 

service delivery (30%), agent productivity (40%), and user experience (35%), reinforcing 

the strategic value of GenAI in modern IT operations.

 

*These figures are based on aggregated insights from early enterprise 

implementations, industry case studies, and published reports by AI and ITSM research 

bodies, including ServiceNow and Gartner (2023–2024).
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4.1. � Organizational Readiness Toward Autonomous 
Platform Building

If your foundation is shaky, don’t blame the AI when it collapses.

-Anonymous CIO at a failed GenAI rollout debrief

When you think about deploying Generative AI in ServiceNow, the conversations 

often start with discussing features such as Now Assist, Virtual Agent, and Predictive 

Intelligence. However, a successful GenAI adoption hinges minimally on the platform 

and more on the organization’s readiness to evolve.

So, what does readiness mean? It does not mean licenses, tools, or infrastructure. 

What it means is that your people aren’t afraid of AI; they’re empowered by it.

•	 Your processes don’t fight automation; they invite it.

•	 Your leadership doesn’t see AI as a gimmick, but as a growth lever.

This section unpacks what organizational readiness for GenAI really entails, across 

strategy, people, process, infrastructure, governance, and financial enablement. By the 

end, you’ll be able to diagnose your current state, identify gaps, and build a practical 

path to AI maturity.

Dunder Mifflin is a ServiceNow customer, and Michael is the IT manager who is 

responsible for managing the overall service delivery and operations using the ServiceNow 

platform. Dunder Mifflin has the required ServiceNow subscriptions, but is that enough? 

Michael isn’t sure if GenAI fits in with their existing model. Should he just ask the 

development team to turn on the plugins and hope for the best?

The answer to Michael’s thoughts is a loud and clear NO.

Michael then meets with Holly who is a Digital Transformation Lead at Dunder 

Mifflin. Holly is convinced that the company is committed to an AI-first strategy but that 

doesn’t mean that we just turn on the plugins. The biggest challenge is the people and 

their resistance to change. And after you convince the people to adapt to the change, there 

comes your processes that are rolling all over the place.

If you’re like Michael or Holly, you would know that this isn’t about learning how to 

use GenAI; it’s about understanding whether your organization is ready to use it well.

Organizational readiness for implementing ServiceNow’s Generative AI capabilities 

reflects how equipped an enterprise is, strategically, operationally, and culturally to 
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embrace, operationalize, and scale AI-augmented service delivery on the ServiceNow 

platform. This readiness spans across a range of dimensions. The more mature an 

organization is in each of these dimensions, the more successful it will be in extracting 

value from GenAI adoption within ServiceNow.

Let us now understand these dimensions, one by one.

4.1.1. � Strategic Alignment
Is GenAI seen as a business enabler, or just another feature? Strategic alignment 

means that we have clearly defined AI use cases tied to ITSM KPIs, there is executive 

sponsorship and roadmap alignment to the implementation, and that we have the 

budget and visibility committed to our goal.

No strategy comes without its shortcomings. When AI is driven by hype, strategies 

can still be created around it, ignoring the actual need in place. Governance is an 

important measure to be considered when carrying out these implementations, but it is 

often ignored in the beginning.

4.1.2. � People and Culture
Do your people trust the system, or are they resisting it?

Few indicators of these include active AI training and awareness programs, 

nominating change champions across business units and creating a safe space for 

experimentation and trust-building.

Resistance to adoption comes due to the most common fear of AI replacing jobs and 

a genuine lack of prompt review processes or agent feedback.

 Tip for IT Managers R un side-by-side comparisons of AI-generated 
responses vs. human ones in a team review session. This would help you to build 
confidence through transparency.

4.1.3. � Process and Technical Maturity
Generative AI can thrive well where workflows are consistent and documented. 

Standardized workflows across your business operations make the adoption to GenAI 

capabilities easier and quicker. Another important identifier of your process maturity is 
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the reliance of your organization on KPIs and metrics. For instance, your processes can 

be considered mature if the adoption of a particular feature or capability helped you to 

generate quantifiable results and these results were identified and recognized via the use 

of metrics to measure impact.

Manual processes or tribal knowledge poses a risk to process maturity. AI 

capabilities are heavily data reliant. Poorly maintained knowledge base or redundant 

records in your platform also pose a high risk. Imagine the system giving wrong answers 

just because the knowledge articles were not cleaned up prior to the implementation 

of AI capabilities. This will not only impact the trust of the users utilizing these 

capabilities, but it would also raise a question on understanding the prerequisites of the 

implementation.

4.1.4. � Technical Infrastructure
Your ServiceNow foundation must be ready to handle AI intelligence. The key asset to 

consider here is the required licensing. Ensure your organization has the budget for 

the licenses required for implementing Now Assist and Generative AI. The pricing will 

depend on the number of users, instances, and AI capabilities enabled. The IT manager 

can work in advance with the ServiceNow Account Rep to understand the license 

requirements and associated costs.

If your organization is already making use of basic intelligent automation within 

ServiceNow such as the Predictive Intelligence or the Virtual Agent, only then does it 

make more sense for you to adopt to the GenAI capabilities. Clean, tagged data and 

updated ServiceNow version also play a crucial role in building the technical readiness 

for this implementation.

 Note for IT Managers  The AI capabilities are not available on ServiceNow’s 
Personal Developer Instances (PDI). Reach out to your ServiceNow Account Rep for 
the product demos and understanding of these capabilities.

4.1.5. � Security, Compliance, and Ethical Preparedness
Governance readiness in ServiceNow’s AI capabilities ensures that intelligent 

automation is implemented responsibly, securely, and in compliance with regulatory 

standards. It includes role-based data access and prompt controls, which enforce 
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granular permissions to ensure that users only access data relevant to their roles, 

minimizing the risk of unauthorized access or misuse. Additionally, it incorporates 

bias and hallucination mitigation processes, which are designed to monitor and 

improve the quality and fairness of AI outputs and reducing the risk of inaccurate or 

noncompliant responses. Finally, strong adherence to privacy compliance standards 

such as GDPR, HIPAA, and SOC 2 is embedded within the platform, ensuring that 

personal and sensitive information is handled in accordance with global data protection 

regulations. These governance measures provide the foundation for building trust and 

accountability in AI-driven workflows.

ServiceNow’s approach to responsible AI is multilayered: it combines strong guiding 

principles, structured governance, purpose-built platform tools, secure and transparent 

data practices, and industry collaboration. This ensures that customers can confidently 

adopt AI to drive innovation and productivity, while maintaining trust, compliance, and 

ethical standards.

In the past years, ServiceNow has launched a comprehensive set of initiatives to 

demonstrate its commitment to responsible AI, ensuring that its AI technologies are 

ethical, transparent, secure, and aligned with both customer values and emerging 

regulations.

At the foundation of ServiceNow’s responsible AI strategy are four core principles: 

human-centric, inclusivity, transparency, and accountability. These principles guide 

every stage of AI development and deployment. Human-centric ensures that AI is 

designed to augment human capabilities, with users always in control and clearly 

informed when AI is being used. Inclusivity is promoted by using diverse datasets and 

ongoing fairness testing to reduce bias and ensure equitable outcomes. Transparency 

is maintained through open communication, clear documentation, and the ability 

for customers to understand and audit how AI decisions are made. Accountability is 

enforced via rigorous oversight, including internal governance committees and external 

expert consultations to review and approve high-risk AI use cases.

To operationalize these principles, ServiceNow has established a robust AI 

governance framework. This includes an executive-level AI governance steering 

committee, regular risk and design reviews, and a repeatable process for developing and 

delivering responsible AI. The framework covers everything from how large language 

models (LLMs) are built and maintained to data security, privacy, and compliance with 

regulations such as the EU AI Act. ServiceNow conducts systematic risk assessments, 

provides risk and transparency documentation, and ensures purpose-built AI training 
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for its teams to uphold ethical standards. The company does not use customer data for 

AI training without explicit permission, and any data used is anonymized and processed 

in secure environments.

ServiceNow has also introduced several platform features to enhance AI governance 

and compliance. The AI Control Tower is a centralized hub for managing, monitoring, 

and governing all AI assets—models, agents, workflows, and third-party tools, across 

the enterprise. It provides real-time visibility into AI adoption, usage, ROI, risk, and 

compliance status, helping organizations enforce policies and align AI initiatives with 

business strategy. The Now Assist Guardian offers built-in monitoring and guardrails to 

manage offensive content, security vulnerabilities, and exposure of sensitive data within 

generative AI pipelines. The AI Governance Module introduced in recent platform 

releases centralizes AI inventory and governance workflows, streamlining compliance 

and oversight for AI stewards.

ServiceNow’s responsible AI initiatives also extend to industry collaboration. The 

company is a founding member of the AI Alliance, working alongside IBM, Meta, and 

others to advance open, safe, and responsible AI globally. In addition, ServiceNow 

partners with organizations like EY to help customers manage generative AI risk, 

compliance, and regulatory requirements.

 Takeaway  You can’t build responsible AI on an irresponsible foundation. 
Ethics must be engineered in, not added later.

4.1.6. � Measurement and Feedback Loops
How will you measure success or learn from failure? The answer is “metrics.”

Analyze the number of case deflection via these AI capabilities, measure the 

resolution time for GenAI-assisted incidents, analyze the knowledge article adoption 

and accuracy, and evaluate the user and agent satisfaction with AI interactions.

Essential feedback loops include the surveys sent post incident resolution and 

the regular prompt refinement sessions based on the most commonly received cases/

incidents.

In summary, organizational readiness is the sum of maturity + mechanism + 

mindset.
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It adds thought to the following question:

“Do we have the right vision, people, processes, and infrastructure to not 
just deploy GenAI in ServiceNow, but to use it responsibly and make it stick?”

 Note for IT Managers  This product is not for you if your ServiceNow instance 
belongs to a regulated market or if you are still planning to implement the 
fundamental AI capabilities, as mentioned above.

4.1.7. � ServiceNow GenAI Readiness Maturity Model

Dimension Level 1:  
Aware

Level 2: 
Exploring

Level 3: 
Enabled

Level 4: 
Operational

Level 5: 
Optimized

Strategic 
alignment

AI is seen as 

buzzword, no 

alignment with 

IT strategy

Vision exists 

but limited 

executive 

buy-in

Clear GenAI 

roadmap with 

defined use 

cases

GenAI tied to 

KPIs, measured 

outcomes

AI innovation 

embedded 

in business 

strategy

People and 
culture

Low 

awareness; 

fear of AI

Basic AI 

literacy 

sessions 

held

Training in Now 

Assist, flow 

designer, prompt 

engineering

Roles adapted 

to work 

alongside AI

Cross-

functional AI 

champions 

driving 

adoption

Process 
maturity

Manual, 

inconsistent 

processes

Key 

workflows 

identified for 

AI use

Standardized 

workflows 

integrated with 

pro features

GenAI 

embedded in 

end-to-end 

ITSM/HRSD/

CSM

AI auto-

optimizes 

processes with 

feedback

Technical 
infrastructure

Legacy or 

siloed systems

Pro features 

activated 

but not 

leveraged

Now Assist, 

Virtual Agent, 

Predictive 

Intelligence 

piloted

Seamless 

integration 

across 

departments

Data pipelines, 

feedback 

loops, and 

federated AI 

architectures

(continued)
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Dimension Level 1:  
Aware

Level 2: 
Exploring

Level 3: 
Enabled

Level 4: 
Operational

Level 5: 
Optimized

Security and 
compliance

No policy on AI 

use

Drafted 

AI usage 

guidelines

Data access 

control in place 

for GenAI

Bias testing 

and privacy 

checks 

included

AI audits, 

compliance 

automation, 

explainability 

models in use

Measurement 
and feedback 
loops

Success not 

tracked

Basic 

feedback on 

pilot cases

KPIs tracked 

(e.g., case 

deflection, 

speed)

Feedback 

integrated into 

workflows

Continuous 

improvement 

driven by AI 

insights

4.1.8. � The Hidden Dimension: Financial Readiness
Financial readiness refers to the organization’s ability to allocate, justify, and sustain the 

required investments, both capital and operational, for implementing and scaling GenAI 

capabilities in ServiceNow. It includes budget approvals, cost-benefit analysis, licensing 

tiers, resource planning, and long-term financial sustainability.

Organizations sometimes focus only on upfront implementation costs. However, 

GenAI maturity demands sustainable investment in

•	 Ongoing prompt engineering and optimization

•	 Knowledge base enrichment

•	 Model monitoring and ethical governance

•	 User training and support

These "hidden costs" must be budgeted to avoid stalling after initial rollout.

4.1.9. � How to Use This Maturity Model
Here is a little action time for the IT managers. Evaluate each dimension individually and 

assign your organization a level from 1 to 5. Next, plot results on a radar chart or matrix 

to visualize strengths and gaps (we’ll discuss it later in the chapter). Subsequently, 

develop a phased GenAI adoption strategy to move from current to target levels. At last, 

you can set KPIs at each stage to measure the progress and ROI.
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PRACTICAL TOOLS FOR IT MANAGERS: THE IT MANAGER’S AI READINESS PLAYBOOK

�Step 1: Build a Readiness Task Force

Stakeholder role Purpose

IT manager (you) Lead and coordinate

Platform owner Technical lead

HR/L&D lead Upskilling and training

Business process owner Use case identification

Risk and compliance officer Ethics and data governance

Executive sponsor Budget, vision, and buy-in

�Step 2: Score Using a Maturity Model

Dimension Level 1: Aware Level 5: Optimized

Strategic alignment Hype-driven AI-led innovation

People and culture Fearful AI cocreators

Process maturity Manual Self-optimizing

Technical infrastructure Siloed Federated and clean

Governance and ethics Undefined Transparent and auditable

Feedback mechanisms Absent AI-tuned insights

Use a radar chart to plot your org’s levels. The gaps will show you where to focus.
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Beyond the maturity model and the radar (spider) chart, IT managers can use a 

combination of diagnostic matrices that make AI readiness assessment both actionable 

and strategic.

Here are three highly effective formats you can include.

�AI Readiness Heat Matrix (Traffic Light Model)

This matrix helps stakeholders quickly spot problem areas by assigning a red (not ready), 

yellow (partially ready), and green (fully ready) status across readiness dimensions:

Dimension Not 
ready

Partially 
ready

Fully 
ready

Notes/next step

Strategic alignment • Vision exists but lacks KPIs

People and culture • No AI training yet

Process maturity • Core ITSM processes 

standardized

(continued)
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Dimension Not 
ready

Partially 
ready

Fully 
ready

Notes/next step

Technical 
infrastructure

• Data tagging incomplete

Governance and 
ethics

• No AI use policy drafted

Feedback and 
optimization

• Surveys enabled, not integrated

Use it as a recurring checkpoint every quarter. IT managers can distribute this 
matrix in workshops for quick, visual consensus.

 

�Pace vs. Readiness Grid

This grid helps determine how fast an organization should move with GenAI, based on 

how ready they are.

Low readiness High readiness

Fast pace High-risk zone (rethink rollout) Pilot-first strategy (Agile AI delivery)

Slow pace Prep phase (maturity projects, data cleanup) Strategic scaling (governed scale-up)
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 Tip for IT Managers  Use this Pace vs. Readiness Grid with your executives to 
explain why “moving fast” isn’t always strategic. The pace of your activities must 
match readiness of your organization as well.

 

�Gap Impact Matrix

This matrix maps each readiness gap’s severity against its business impact. It helps 

prioritize where to focus first.

Severity Low impact High impact

Low urgency Backlog it Plan for phase 2

High urgency Fix with training or  

process changes

Fix immediately  

(critical path blocker)

•	 Untrained staff >> High impact, High urgency ➤ Immediate fix

•	 No AI champion yet >> Low impact, High urgency ➤ Phase 1 task
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THREE-PHASE GENAI READINESS ROADMAP

Phase 1: Foundations (0–2 months)

•	 Finalize use cases

•	 Prepare governance

•	 Clean data and KBs

•	 Deliver awareness sessions

Phase 2: Pilot (3–5 months)

•	 Enable GenAI features in sandbox

•	 Launch in one department (e.g., ITSM)

•	 Measure agent and user feedback

•	 Track KPIs
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Phase 3: Scale (6+ months)

•	 Extend to HRSD, CSM, etc.

•	 Automate prompt reviews

•	 Enable quarterly prompt-tuning sprints

•	 Create AI champion groups org-wide

 

If gaps are found, don’t see gaps as blockers; see them as starting points. For 
example, if your KB is a mess, don’t delay the implementation of GenAI capabilities 

entirely. Instead, use Now Assist to suggest tags and structure, and use the rollout itself as 

a cleanup opportunity (recommended, not mandatory).

4.2. � Capabilities of Generative AI in ServiceNow
Generative AI offers a broad range of capabilities, transforming how IT services are 

managed, interacted with, and delivered. Here are some key functionalities enabled by 

Generative AI in ServiceNow:

•	 Automated Knowledge Base Creation: With Generative AI, 

ServiceNow can automatically create knowledge articles based on 

the patterns and data from past service requests, incidents, and 

resolutions. This allows teams to keep the knowledge base current 

without manual intervention.

•	 Dynamic Content Generation: Generative AI enables dynamic 

content generation for service request templates, knowledge 

articles, or responses in Virtual Agent interactions. The system 

creates content based on contextual user inputs, making it more 

personalized and relevant.
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•	 Task Automation and Recommendations: AI in ServiceNow 

automates repetitive tasks such as categorizing service requests, 

routing incidents, or performing initial diagnostics. It also 

recommends solutions based on historical data and predictive 

intelligence.

•	 Context-Aware Responses: Generative AI allows ServiceNow’s 

Virtual Agent to provide contextually relevant responses to users’ 

queries. Based on the user’s service history, role, and query, the 

system generates custom-tailored replies. For instance, when a 

user submits a request for hardware troubleshooting, Now Assist 

can suggest specific steps, such as checking device connections or 

rebooting, based on the previous similar tickets in the system.

4.3. � How Now Assist Leverages Generative AI
Now Assist is ServiceNow’s GenAI-powered assistant. Whether it’s resolving incidents 

in ITSM, answering employee questions in HR, or enhancing customer service in CSM, 

Now Assist is designed to be your AI co-pilot, blending intelligence with operational 

efficiency. It leverages AI to deliver personalized, intelligent, and responsive interactions 

in real time, thereby enabling proactive service delivery and reducing human 

dependency for routine tasks.

The Now Assist supports GenAI via product-based store applications such as Now 

Assist for ITSM, Now Assist for HR, Now Assist for CSM, and more. Technically, these 

applications can connect with the GenAI Controller, which links the GenAI APIs to 

your ServiceNow platform. It is via the GenAI Controller that these store applications 

can connect and communicate with the LLMs. These applications use GenAI features 

specific to ServiceNow. These features are called skills, which are again divided based 

on the product. These aren’t generic chatbots—they’re domain-specific assistants that 

integrate directly with your platform, understand your data, and respond contextually 

using Large Language Models (LLMs).
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4.3.1. � How It All Connects: From Query to “Assist”
Think of this as a relay race behind the scenes.

The Now Assist sends a request to the GenAI provider. This provider will now process 

your request and send the response back, like the usual flow. Now, the Now Assist App 

can use this response to create something new, like a summary, or an article. This entire 

process is called “assist.” Key functions of Now Assist include

•	 Real-Time Problem-Solving: When a user submits a request, Now 

Assist generates real-time solutions based on the context, historical 

data, and available knowledge. For example, if a user reports an issue 

with system performance, Now Assist might automatically suggest 

checking system resources or upgrading specific components.

•	 Automated Incident Resolution: Generative AI can autonomously 

create and resolve tickets based on predictive models that analyze the 

data and the user’s issue. For example, the AI can recognize recurring 

patterns in incidents and provide resolutions without involving 

human intervention.

•	 Personalized Recommendations: Now Assist delivers customized 

service suggestions based on the user’s historical behavior, 

preferences, and previous interactions with the platform. This 

personalized experience improves efficiency and user satisfaction.

•	 Service Optimization: By predicting service demands, Now Assist 

optimizes resources and helps organizations manage workloads 

effectively, reducing response times and enhancing overall service 

delivery.

 Food for Thought  Unlike static automation, an assist adapts to context, user 
history, and language nuances. It’s the difference between automation and 
intelligent collaboration.

4.3.2. � For IT Managers: What You Need to Plan For
Before enabling Now Assist, consider the following:
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Task Why it matters

Ensure access to required subscriptions 
and licensing

GenAI features are premium

Confirm clean knowledge and ticket data/
records

AI learns from your data, so good data will lead to 

smart AI

Identify high-volume use cases that 
must be considered in the first phase of 
implementation

Start with the most repetitive, measurable areas to 

gain the best results and analyze your ROI

Set up feedback workflows For these capabilities, to be responsive to your user 

experience, human guidance plays a major role

Align with compliance and data sharing 
policies

As LLMs process sensitive content, governance and 

compliance must be handled responsibly

Remember that the Now Assist isn’t here to replace your teams; it’s here to free them 

from the mundane and the repetitive. When integrated responsibly, it doesn’t just help 

in the resolution of tickets; it transforms how service is delivered and managed in your 

organization.

4.4. � Deeper Insights into LLM Capabilities
LLM is a deep learning-based AI which uses sets of neural networks made up of encoder 

and decoder pairs to understand and generate text. Unlike small language models, this 

is trained on extensive datasets, and it leverages self-attention to process relationships in 

language, serving as a generative AI for creating content.

ServiceNow leverages LLM-based intelligent document processing, natural language 

understanding, multilanguage support, and semantic search to process informed, 

actionable, and reliable services.

LLMs can interpret queries with multiple layers of intents, offering precise and 

relevant responses. For instance, if a user asks, “Why is my system slow after the last 

update?”, it triggers the LLM to analyze the latest change logs, identify performance 

impacts, and recommend optimizations. LLMs also analyze historical resolutions to 

generate automated knowledge articles, enriching organizational repositories. With its 

multilingual support, it enables seamless communication in organizations with a global 

footprint.
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LLMs can detect emerging trends in incident patterns, aiding proactive decision- 

making. It supports semantic search in knowledge bases, meaning that instead of 

keyword-based searches, users can type natural language questions and the platform 

will yield more relevant results.

4.5. � How Now Assist Transforms Service Operations 
and User Experience

Imagine walking into a noisy, chaotic support center and finding one person who 

already knows what you need, remembers your past issues, and can guide you instantly 

with a smile. That’s what Now Assist does for ITSM, at scale, and without ever logging off.

While Now Assist offers capabilities across HR, CSM, and more, this chapter zeroes 

in on Now Assist for ITSM-where the impact is most immediate for service desk agents, 

platform owners, and IT managers. It’s not just about implementing AI capabilities 

for automation; it’s about utilizing AI capabilities for clarity, efficiency, and service 

excellence.

Let’s understand how Now Assist enhances the day-to-day service operations 

through practical, human-centered use cases.

Meet Kelly, who is an overwhelmed L2 Agent. Most of her day is spent catching up, 

reading long chat threads, hunting down incident notes, and rewriting resolution steps for 

documentation. It’s not the work that’s hard; it’s the repetition that’s harder.

Kelly’s experience is a reality for thousands of agents. Now Assist steps in as her 

intelligent assistant and helps the agent to summarize the incident information, generate 

resolution notes, and summarize the chat for the agent when the Virtual Agent transfers 

a conversation to an agent as an interaction.

Here’s a breakdown of the key Now Assist features and how they show up in the 

real world:

•	 Chat Summarization: Without the Now Assist, Kelly scrolls through 

a long chat log, trying to catch up. Powered by the Now Assist, 

when the Virtual Agent transfers the chat to a live agent, it creates 

an interaction chat summary to provide context about the chat 

conversation to an agent by mentioning all points of the handoff 

alongside the Virtual Agent conversation.

Chapter 4  Road to Transformational Service Experiences



88

•	 Chat Replies to Recommendation: It enables the agent to auto- 

generate a reply to recommendation from the chat by using the Now 

Assist icon. The recommendation is displayed in a pop-up window 

that can be reviewed before sending.

Food for Thought  Speed + empathy. The AI helps craft human-like, brand- 
aligned responses, without compromising tone or intent.

•	 Incident Summarization: It enables the agent to review the 

summary of the incident which includes the issue, actions taken, 

and resolution. The agent can also generate an incident summary 

for active incidents to understand the incident context. The Incident 

Assist capability enables the agent to quickly obtain common 

incident related information by asking questions in the Now Assist 

panel. This reduces handover confusion, accelerates root cause 

analysis, and boosts the agent’s confidence.

•	 Sidebar Discussion Summarization: It provides an agent with a 

summary of a requester’s Virtual Agent’s discussion history. It also 

allows the agent to post the summary to the incident work notes for 

further troubleshooting before or after the chat ends.

•	 Resolution Notes Generation: It automatically generates the 

resolution notes for an incident based on the conversation and 

actions logged and provides context to the other agents as well 

who might encounter similar incidents and a uniform, high-quality 

documentation contributes to future incident deflection.

•	 Knowledge Article Generation: It enables the agent to generate a 

knowledge article from an incident post defining the resolution or 

closing the incident. Like chat reply to recommendation, this feature 

is also displayed in a pop-up window that the agent can use to 

generate, tag, and review the knowledge article prior to publishing.
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•	 Change Request Summarization: It enables the agent to expedite 

the change request process by reviewing its summary which includes 

the key objective, plan, and risk. The agent can also generate a 

change request summary for active change requests to understand 

the change request context.

4.5.1. � The Bigger Picture: Why This Transforms ITSM
The value of Now Assist is not just in isolated use cases; it’s in how it reimagines the 
agent experience and accelerates the service journey.

What it replaces What Now Assist brings

Manual context gathering Automated chat and incident summarization by Now Assist

Time-consuming note writing Automated generation of resolution notes and knowledge articles

Fragmented change histories Condensed change summaries with predetermined risk flags

Agent burnout from task 
switching

Context-aware AI capabilities that fills the cognitive gap

Generative AI through the Now Assist transforms both the operational side of IT 

services and the user experience by providing automation, proactive resolutions, and 

personalized responses.

Improved operational efficiency Enhanced user experience

Task automation: By automating mundane 

tasks, Generative AI reduces the workload on IT 

staff, allowing them to focus on more strategic 

initiatives. Routine tasks like ticket classification, 

routing, and resolution suggestions are 

automated, enhancing productivity.

Personalized user interaction: Generative AI 

helps Now Assist provide more relevant and 

tailored responses to users. Whether it’s a service 

request or a general query, the AI personalizes 

its interaction based on the user’s history and 

preferences.

Faster resolution times: Generative AI can 

quickly generate responses to incidents, service 

requests, and other ITSM processes. This 

reduces response times and improves service 

efficiency.

Self-service empowerment: Users benefit from 

self-service portals that allow them to solve their 

issues without waiting for human intervention. 

With AI-driven recommendations and solutions, 

users get the help they need instantly.
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 Note  These are not just the “nice to haves.” For high-volume service desks, 
they’re scalability levers. Now Assist doesn’t replace your team; it just amplifies 
them. In every moment of confusion, context switching, or even cognitive overload, 
it steps in as a sleeping partner, ready with the next best action for the agent and 
the customer.

4.6. � Personalization and Customization 
with Now Assist

You wouldn’t greet customers with someone else’s logo or voice. Why should your AI 

assistant do that?

Meet Dwight, the ITSM Manager at Dunder Mifflin. Dwight manages service delivery 

across three regions, Brazil, Germany, and the United States. While the workflows are 

standardized, the support culture is not.

In Munich, users want a formal tone; in São Paulo, most employees prefer Portuguese; 

and in California, they expect instant recommendations. We needed an AI assistant that 

feels local—but still operates globally.

That’s where Now Assist steps in. Now Assist offers several customization options to 

ensure that the AI capabilities are tailored to both the users and the organization.

Let’s explore the ways Now Assist helps you make these AI capabilities your own.

Customization 
area

What it does Why it matters

Conversation 
flows

Tailors how AI responds and routes issues Ensures responses follow 

internal protocols

Personalized 
interactions

Adjusts based on user history and 

preferences

Makes the experience smarter 

and more intuitive

Branding and UI Matches the assistant with company colors, 

logos, and design language

Builds visual consistency and 

user trust

Localized content Adapts language, tone, and formatting by 

region

Critical for global orgs serving 

diverse teams
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•	 Custom Conversation Flows: Think of it as setting the AI capability 

playbook. Administrators can define specific paths for conversation 

flows to ensure that these capabilities behave in a manner consistent 

with the company’s requirements. For instance, specific workflows 

can be created for service requests, knowledge base search, and 

incident resolution.

 Takeaway for IT Managers  This isn’t “out-of-the-box” AI: it’s modular, 
scriptable intelligence. You define the business logic, and GenAI carries it out 
conversationally.

•	 Personalized Interactions: “Oh hey, Ms. Pam. Let me guess, you need 

the CRM access guide?”

	 That’s the kind of familiarity Now Assist can bring.

	 Now Assist can recognize the individual user preferences and 

offer you with personalized suggestions. For instance, if a specific 

user frequently requests help for software issues, the Now Assist 

can prioritize software-related troubleshooting for that user. An 

employee, Jim, has logged multiple requests about a slow application. 

Next time he logs in, Now Assist proactively suggests guides related to 

application diagnostics, even before he asks.

Fun Fact  Just like Netflix recommends what you might like, Now Assist 
recommends what you might need, based on your platform history.

•	 Custom Branding and UI: “If it doesn’t look like us, it won’t feel like 

us.” So true, right. ServiceNow allows for the customization of the 

Virtual Agent interface to match your organization’s branding. This 

includes the logos, color schemes, and customized buttons that align 

with the company’s identity.

	 A branded UI reinforces trust and drives user adoption. Users are 

more likely to engage with something that looks like an internal tool, 

and not a foreign add-on.
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 Tip for IT Managers  Work with internal communication or brand teams.  
A 30-minute design alignment can lead to three times higher platform engagement.

•	 Localized Content:

“Wie kann ich Ihnen helfen?”

“Olá, em que posso ajudar hoje?”

“Hi, how can I assist you today?”

That’s Now Assist switching seamlessly between German, Portuguese, and English 

based on where the user logs in.

Now Assist offers internationalization capabilities, which allow the system to support 

multiple languages and locales. This is especially beneficial for global organizations, as 

it enables users to interact with the AI in their native languages. For instance, Now Assist 

could offer a Portuguese version of the service experience for employees in Brazil, while 

also handling queries in English for US-based employees.

Food for Thought L ocalization isn’t just language. It’s tone, cultural norms, and 
even workflow expectations.

4.6.1. � Implementation Snapshot: What IT Managers 
Need to Know

Customization area IT manager role

Conversation flows Work with service designers to define intent-routing rules

Personalization Identify high-frequency users and define persona traits

Branding Align with corporate brand team for design consistency

Localization Partner with regional stakeholders for tone and content 

testing
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 Note M ost of these configurations can be done using Virtual Agent Designer, 
UI settings, and Language Plugin Management in the Now Platform.

The successful adoption of AI capabilities goes beyond just technical functionality; 

it’s also about user education, readiness, and maturity. When people feel that an AI 

assistant truly understands them, communicates in their preferred language, adheres to 

their organization’s protocols, and seamlessly integrates into their existing systems, they 

are much more likely to trust and actively use it.

4.7. � Generative AI and Now Assist Impact 
on Service Operations and User Experience

Enter Creed, the Traditional (Legacy) IT Manager. Creed has run a top-performing IT 

help desk for over a decade. His team is sharp, responsive, and respected. But in reality, 

they’re exhausted.

“We spend 60% of our time doing the same triage, password resets, and 
VPN checks. My team’s not solving problems anymore, we’re just processing 
them.”, said Creed.

Then came Now Assist, and with it, the quiet but radical shift from traditional 

service management to AI-augmented operations. Let’s look at what really changed for 

Creed’s team.

The integration of Generative AI with Now Assist capabilities represents a significant 

departure from traditional service management approaches.

Traditional AI-powered

IT support Typically involves human agents manually 

resolving tickets and performing repetitive 

tasks to offer personalized support on a 

case-by-case basis. While effective, it is 

time-consuming and more prone to human 

error.

Generative AI enables automation 

of numerous routine tasks like 

ticket classification, solution 

recommendations, and troubleshooting. 

It proactively solves issues, reducing 

human involvement and accelerating 

resolution times.

(continued)
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Traditional AI-powered

Service 
operations/
user 
experience

Users are required to wait for human 

agents, leading to delays up to which adds 

possible frustration.

Generative AI enables automation 

of numerous routine tasks like 

ticket classification, solution 

recommendations, and troubleshooting. 

It proactively solves issues, reducing 

human involvement and accelerating 

resolution times.

Users benefit from immediate 

assistance, personalized solutions, and 

self-service capabilities, improving 

satisfaction and reducing frustration.

4.7.1. � Takeaway for IT Managers
The shift isn’t about replacing people; it’s about redefining roles:

•	 Agents become advisors and troubleshooters, not form-fillers.

•	 IT teams focus on value creation, not administrative overload.

•	 User satisfaction improves because they feel seen and served, faster.

The transition isn’t just technical. It’s cultural. Prepare your teams to embrace AI as a 

partner, not a threat.

4.8. � The Road Ahead: Prospects
“Today, your AI can summarize a ticket. Tomorrow, it might prevent it from 
ever being raised.”

The current capabilities of Now Assist already feel impressive, but we’re only scratching 

the surface. The synergy between Generative AI, Predictive Intelligence, and human insight 

is evolving fast, and the ITSM of the future will feel less like support, and more like strategy.

Michael has now hired Ryan, the Future-Facing IT Strategy Lead. Dwight’s team has fully 

deployed Now Assist for ITSM. Tickets are categorized instantly, resolutions are AI-assisted, and 

KB articles build themselves. But Ryan is now focused on something bigger for the company.

Chapter 4  Road to Transformational Service Experiences



95

“I don’t want these AI capabilities just to respond better. I want it to antici-
pate issues before they happen. That’s how we shift from support to service 
innovation.”, said Ryan.

4.8.1. � What’s Coming Next: A Glimpse into the 
AI-Augmented Future

�Predictive Problem-Solving: From Reactive to Preventive

Right now, GenAI helps after something breaks. In the near future, it will act before. 

Imagine this: An employee’s laptop slows down. They haven’t reported it. But these 

AI capabilities spot a pattern. Similar symptoms appeared before a known patch 

conflict in another department. It then creates a proactive ticket, notifies the user, and 

recommends a fix.

 Takeaway for IT Managers  Shift your KPIs from response time to incident 
prevention.

�Autonomous Learning Systems: Smarter with Every Interaction

Today’s models rely on supervised tuning and prompt engineering. Tomorrow’s models 

will self-adapt to new vocabulary, workflows, and user behavior.

For instance, your organization launches a new internal CRM. The AI capabilities 

have never seen it before. After 15 user requests, it understands the new tool’s common 

issues, user confusion points, and error codes and starts generating its own support 

content. Autonomous models in enterprise platforms could soon suggest new service 

catalog items based on frequent user queries.

 For You, the IT Manager  Think beyond configuration. Start investing in AI 
governance that supports ethical, responsible, explainable learning models. The 
question won’t just be “What can AI do?” but “What has it learned to present a 
certain decision to you?”
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4.8.2. � What This Means for IT Managers

Future capability Strategic shift you’ll need

Predictive problem-solving Move toward AI-led monitoring and automation planning

Self-learning systems Establish AI training governance and trust models

Cross-function automation Lead data collaboration across departments

Real-time risk awareness Pair AI capabilities with cybersecurity and compliance intelligence

Conversational knowledge 
delivery

Rethink knowledge as a live AI output, not static documents

As an IT manager, you’ll move from managing incidents to managing AI-powered 

service ecosystems. You’ll be

•	 The key translator between tech and business

•	 The trust architect of how AI capabilities are governed

•	 The experience designer for how users interact with 

intelligent systems

ServiceNow’s Now Assist is just the beginning of how platforms will evolve from 

tools of reaction to engines of intelligent, proactive care. The question isn’t “Can we use 

GenAI?” It’s “Are we ready to lead with it?”

4.9. � Summary
If yesterday’s ITSM was about solving problems, tomorrow’s will be about predicting and 

preventing them. With Generative AI, that future has already begun.

This chapter marked a pivotal moment in our book-a transition from traditional 

service management to the intelligent, proactive, AI-augmented world powered by 

ServiceNow’s Now Assist. This chapter explores how Generative AI, powered by Now 

Assist in ServiceNow, is redefining IT Service Management. We began by assessing 

organizational readiness through a seven-dimension maturity model, including 

strategy, people, process, technology, security, feedback, and finances. We then 

examined the powerful capabilities of Generative AI-like knowledge article creation, 

chat summarization, and automated incident handling, integrated through Now Assist 
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into ITSM workflows. We have discussed the AI solutions that ServiceNow has to offer to 

improve service operations and overall user experience. Now that we’ve unpacked the 

what and why of AI in ITSM, it’s time to tackle the how.

In the next chapter, we will discuss all the essential steps for IT managers to create 

a detailed roadmap for shaping and leading a successful journey, ensuring a seamless 

adoption and measurable value realization.

4.9.1. � What Did We Learn?

•	 Organizational AI readiness requires assessment across seven areas 

called as dimensions: strategy, people, process, technology, security, 

feedback, and financial investment.

•	 Now Assist uses GenAI capabilities to augment, automate, and 

accelerate the core ITSM workflows, without compromising control 

or context.

•	 Features like chat summarization, resolution suggestions, and KB 

generation directly reduce ticket volumes and agent fatigue.

•	 Customization such as conversation flows, branding, and localization 

ensures AI aligns with your org’s culture and structure.

•	 IT managers play a pivotal role as AI translators, adoption enablers, 

and trust architects in this transformation journey.

TEST YOUR KNOWLEDGE

	1.	 What is the primary function of the GenAI Controller in ServiceNow?

	 A.	 To assign incidents to agents

	 B.	 To connect Now Assist to LLMs via API

	 C.	 To store resolution notes for knowledge articles

	 D.	 To track user behavior metric
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	2.	 Which of the following is not a readiness dimension in the seven-point 
maturity model?

	 A.	 Process maturity

	 B.	 Technical infrastructure

	 C.	L egal department size

	 D.	 People and culture

	3.	 Now Assist for ITSM can automatically generate resolution notes based 
on incident history and conversation context.

◻ True ◻ False

	4.	 What role does “incident summarization” play in ITSM agent workflows?

	 A.	 It creates tickets for the user.

	 B.	 It identifies errors in workflows.

	 C.	 It helps agents quickly understand ticket history and status.

	 D.	 It updates the service catalog.

	5.	 Which Now Assist feature assists in generating user-facing 
documentation from incidents?

	 A.	V irtual Agent Designer

	 B.	R esolution Engine

	 C.	 Knowledge Article Generator

	 D.	 Chat Transcript Exporter

	6.	 An AI-generated reply suggestion appears in a pop-up. What must the 
agent do next?

	 A.	 Forward it to the change advisory board

	 B.	 Accept it without review

	 C.	R eview and optionally edit it before sending

	 D.	 Submit it as a work note
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	7.	 Customization of the Virtual Agent’s branding and tone has no measurable 
impact on adoption or user trust.

◻ True ◻ False

	8.	 What is a primary benefit of localized content in Now Assist?

	 A.	 Converts incident forms to PDFs

	 B.	E nables multilanguage support and cultural relevance

	 C.	R emoves user authentication requirements

	 D.	 Creates marketing content for ServiceNow

	9.	 In the future, how might AI contribute to “predictive problem-solving”?

	 A.	 By reporting issues after they occur

	 B.	 By offering financial forecasting

	 C.	 By detecting patterns and suggesting fixes before incidents are raised

	 D.	 By redirecting all queries to developers

	10.	 What does “autonomous learning” imply for future GenAI systems?

	 A.	 They will stop needing updates.

	 B.	 They will write their own code.

	 C.	 They will adapt to new tools, workflows, and behaviors without reprogramming.

	 D.	 They will require fewer users.
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4.9.2. � Bonus Thought
What is one process in your current ITSM workflow that could benefit from GenAI 

capabilities but hasn’t yet been explored? Reflect on how Now Assist could be configured 

to support or even transform that process.
_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer B C True C C C False B C C
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CHAPTER 5

Leading Your ServiceNow 
AI Journey for IT Service 
Management
It all started with a problem.

Dwight, who we all have met before, was staring at his dashboard with a mix of 

frustration and disbelief. Tickets were piling up faster than they could be resolved. 

Automation initiatives had stalled. His team was overworked, the business leaders were 

unimpressed, and the platform, ServiceNow, was being underutilized despite the high 

expectations attached to it.

Six months earlier, when the CIO greenlit the investment in ServiceNow’s AI capabilities, 

Dwight imagined a future of intelligent ticket routing, predictive insights, and service delivery that 

would impress even the harshest critics. But reality was proving different. The implementation 

was technically sound, but the strategy wasn’t. The teams weren’t aligned. The processes hadn’t 

evolved. And most importantly, there was no clear vision for why they were doing this or how to 

lead the organization into that AI-powered future.

As a result, Dwight routed back to Michael, who realized in that moment, and what 

many IT managers eventually discover, that adopting ServiceNow’s AI capabilities isn’t 

just a platform play. It’s a leadership challenge. It’s about strategy, people, process, 

and vision.

Now, let’s get into the real substance.

The journey to implement ServiceNow’s AI capabilities is not just about the technical 

deployment, it’s about reshaping the organization’s ITSM processes for long-term 

success. As an IT manager, your role would go beyond just setting up the platform. You 

need to be a visionary, guiding the strategy, ensuring the process and platform are still 

aligned to the business goals, and leading the adoption of the platform’s AI capabilities 

within the organization.

https://doi.org/10.1007/979-8-8688-1706-9_5#DOI
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This chapter offers a comprehensive rundown of all the essential steps for IT 

managers to create a detailed roadmap for shaping and leading a successful journey, 

ensuring a seamless adoption and measurable value realization.

5.1. � Strategic Planning: Laying the Foundation
You’re not just implementing AI capabilities. You’re engineering a shift in how your 

organization thinks, acts, and serves.

Michael’s inbox is overflowing. The CIO just asked for a ServiceNow AI readiness update 

again. Her service desk lead is skeptical about automation. And her budget? Let’s just 

say it’s tight. But she’s determined. She knows that implementing ServiceNow’s AI 

capabilities isn’t just a shiny upgrade; it’s a turning point.

Michael is where many IT managers find themselves today where they are stuck 

between ambition and ambiguity. He understands the potential of these capabilities, but 

making it real? That’s a leadership exercise. Strategic planning is the foundation.

Successful adoption of these AI capabilities across your ServiceNow platform 

demands thoughtful preparation across several domains: people, process, and data.

5.1.1. � Understanding Your Role As an IT Manager
Let’s be honest. Implementation of AI capabilities can feel intimidating. But as an IT 

manager, you’re not expected to code neural networks or build machine learning models 

from scratch. What is expected is that you

•	 Ask the right questions and identify proper use cases.

•	 Align the tech with the business vision and the AI maturity of 

your team.

•	 Lead change with confidence.

All projects start with understanding what your role is and defining the things that 

you would be accountable for throughout the course of the project. IT managers play 

a pivotal role as IT leaders in not only deploying AI capabilities into the ServiceNow 

platform, but also in steering the organization through its transformation. Think 

of yourself as the AI Adoption Architect. This role is multifaceted spanning across 

strategy, governance, technical expertise, risk management, and organizational change 

management.
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 Pro Tip D on’t try to do it alone. Build your AI community of practice coalition 
early-platform owners, process leaders, compliance officers, and the business 
heads all have a role to play.

5.1.2. � Building a Strong Business Case for 
AI Implementation

The first step toward implementing ServiceNow’s AI capabilities into your organization 

requires not just technical resources but also a strong recognition of the need for 

implementing these into your platform. Hence, developing a robust business case 

is essential for securing the necessary buy-in from the stakeholders to support your 

project.

Let’s rewind to Michael’s first executive meeting. The CFO asked, “Why do we 

need AI in ITSM? Isn’t what we have good enough to support our helpdesk?” Instead of 

jumping to feature lists, Michael painted a picture: “Last quarter, our average incident 

resolution time was 8 hours. If we can shave off even an hour with predictive routing and 

virtual agents, we save approximately 400 man-hours a month. That’s not just faster 

IT. It’s a faster business.”

That’s how you build a business case that sticks. And here’s what the key elements of 

a compelling business case must include:

•	 Problem Identification: Identify the key pain points in your current 

ITSM processes that this implementation can address. These could 

include slow incident resolution, manual ticket routing, or inefficient 

knowledge management. Clear problem identification ensures that 

your implemented solution will solve real business issues.

•	 Cost vs. Benefit Analysis: Clearly outline the expected return on 

investment (ROI) of implementing ServiceNow’s AI capabilities in 

your instance. Estimate the cost of licensing, training, and integration 

(if applicable) and compare it to the anticipated benefits, such 

as reduced operational costs, increased efficiency, and improved 

customer satisfaction.
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•	 Risk Mitigation: Acknowledge potential risks, which can include data 

quality issues or resistance to change, and outline how these risks 

will be managed. As an IT manager, demonstrating an understanding 

of the potential challenges and how they will be mitigated will show 

leadership that you’ve thoroughly planned the project for success.

•	 Long-Term Vision: Emphasize how this implementation fits into 

the organization’s long-term transformation strategy. For example, 

explain how you will be scaling this implementation to areas 

beyond ITSM as well to leverage the enabled capabilities and stay 

competitive in a rapidly changing industry.

 Food for Thought  Most AI failures in ITSM aren’t technical-they’re strategic. 
The tech works. The people and the process don’t. Don’t just justify the spend. 
Inspire belief.

5.1.3. � Setting Clear Objectives for Your Implementation
Without clear goals, even the best AI capabilities become expensive toys. Your business 

case must be followed by a clear set of objectives. Otherwise, it will become nearly 

impossible to assess whether your implementation initiative is achieving the desired 

outcomes or not.

To set clear objectives, IT managers should follow these key steps:

•	 Understand Business Needs: The capabilities being implemented 

should be able to solve specific, high-priority problems within your 

organization. As the steward for this implementation, you must 

engage with business stakeholders to identify areas where AI can 

bring them the most value.

•	 Define SMART Goals: You can set goals using the SMART (specific, 

measurable, achievable, relevant, time-bound) framework to ensure 

that your goals are well-defined. For example, instead of writing 

something like “automate incident management,” specify a well- 

defined goal such as “automate 30% of level 1 incident resolution by 

the end of Q2.”
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•	 Establish Key Performance Indicators (KPIs): KPIs will help track 

progress and assist you measure the success of the implementation. 

Some of the examples include incident resolution times, cost savings 

from automation, or the number of incidents resolved via the 

Virtual Agent.

5.1.4. � Identifying Use Cases for Your Implementation
Spoiler alert. You don’t need to AI-enable everything. Start small, start smart.

Not all aspects of ITSM need to be automated with AI capabilities. Focus on high-impact, 

low-complexity use cases in the beginning. These will help you build momentum, gather 

data, and refine your playbook. Therefore, identifying the right set of use cases is critical 

to ensuring that your implementation provides tangible value to the organization.

Some common use cases for the IT managers to consider include

•	 Auto incident classification and routing

•	 Change impact analysis

•	 Virtual Agents/self-help chatbots

•	 Predictive Intelligence

•	 Automated reporting and generating intuitive insights

 Tip for You D on’t just think about what can be automated. Think about what 
should be automated. It’s not just about using AI capabilities but is about solving a 
problem that your organization is currently facing.

After considering all the points mentioned above, IT managers would need to adopt 

a structured roadmap to effectively implement ServiceNow’s AI capabilities for ITSM.
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5.2. � Creating the Roadmap for AI Integration in ITSM
Every transformation starts with a single smart step. Start small, learn fast, scale wisely.

Michael had a dilemma. His leadership team wanted “AI everywhere” on ServiceNow 

yesterday. But Michael, being the realist he is, knew that rushing it is like skipping the 

foundation and building the roof first. Instead of sprinting, he plotted a steady course: 

start small, measure everything, then scale with purpose. His roadmap didn’t just guide 

implementation-it earned trust, budget, and long-term backing.

Implementation of AI capabilities in IT Service Management (ITSM) can be 

transformative, but its successful integration requires careful planning and thoughtful 

execution. A clear, well-articulated roadmap is essential for guiding the entire AI 

capability implementation process. Your roadmap isn’t just a project plan, it’s your 

storytelling tool, your risk shield, and your leadership compass.

This roadmap must reflect both the short-term and the long-term goals, helping IT 

managers keep track of milestones and adjust strategies as necessary.

 Food for Thought A ccording to McKinsey, 70% of AI transformation failures 
are due to poor change management, not poor technology. A roadmap ensures you 
lead change, not react to it. In fact, with the pace at which new models and 
technologies are produced, it is recommended to reevaluate the roadmap every 
18 months.

Before you even build out your roadmap, remember to start small and gradually 

scale up. A pilot program will allow you to test your implementation more extensively 

before rolling them out across the entire organization. You can pick a specific area 

within ITSM, such as incident or knowledge management for the first phase of your 

deployment. Monitor results, make necessary adjustments, and gather feedback before 

expanding to the other areas.

 Tip for IT Managers I ncident management is always one of the preferred 
areas to kick off your implementation in as you can verify a wide array of 
capabilities like your conversation agent, incident categorization, auto-routing, and 
resolution and at the same time train your live agents on utilizing ServiceNow’s 
Agent Workspace as well.
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Implementation of AI capabilities is not plug-and-play. It’s train-and-trust. Your 

roadmap builds that trust, with people, with leadership, and with results. Here’s  

a step-by-step approach that IT managers can implement ServiceNow’s AI capabilities 

and position the organization for success.

5.3. � Assessing the Current Platform Landscape
Before you fix what’s broken, understand what’s already working, and why.

Michael realized that Dwight’s team had layered customizations on top of legacy 

workflows. Incident records had fields no one remembered adding. Change approvals 

lived in people’s inboxes. And the self-service portal? Let’s just say it was more DIY than 

delightful.

When it came time to introduce the AI capabilities, Michael paused. Instead of 

jumping into configuration, he asked Dwight to launch a deep dive into the current state 

of the platform. That’s where the real transformation started.

Before implementing any capability into the platform, it is crucial to assess the 

current state of the platform and processes. As our scope is limited to ITSM, we must 

spend time reviewing the current ITSM processes, which modules are being used, how 

are they being used, what is the level of customization on these modules, what workflows 

are in place, what are the most common use cases for these modules, and who are the 

users, fulfillers, and owners of these capabilities. Which tasks are most time-consuming? 

Where are the current bottlenecks? Are we AI ready? What is our current maturity level 

on all the in-scope modules?

Conducting a thorough analysis of your existing platform and processes will help 

you to identify areas that can be most effectively addressed via the implementation 

of ServiceNow’s AI capabilities. This will also help you establish clear setting goals to 

measure success of your implementation. For example, if routing and reassigning of 

incidents is reasonably slow, the Virtual Agent could help triage tickets and route them 

to the appropriate team much quickly.

5.3.1. � What It Means to Assess Your Platform
Before plugging AI plugins and capabilities into your platform, you must do a platform 

health check. Think of it as a “fitness test” for your overall ITSM ecosystem. The 

following are the few things that you could inspect:
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•	 Current Module Usage: Which modules are you actively engaged 

in? Incident, Problem, Change, Knowledge, Request Management? 

Which are ignored?

•	 Customization Load or Overload: Are you mostly utilizing the out- 

of-the-box capabilities or are you dependent on heavily customized 

workflows that could break during upgrades or AI training?

•	 Workflow Complexity: What is the current state of your workflows? 

Are they optimized, or are agents doing a lot of manual rerouting or 

approvals?

•	 Roles and Ownership: How is the ownership across modules? Do 

fulfillers and users have their independent roles?

•	 Time Drains: What are the most time-consuming tasks for agents-the 

password resets, writing KB articles, or incident triage?

•	 Bottlenecks: What are the current bottlenecks? Where do things slow 

down? Escalations? Categorization? Approvals?

•	 Maturity Level: How do you define your maturity level today? How 

optimized are your processes today across each module (Initial, 

Managed, Optimized)?

 Tip for IT Managers  You can use frameworks such as the CMMI or 
ServiceNow’s own AI Readiness Model and playbook to benchmark your 
current state.

5.4. � Building the Right Infrastructure
You wouldn’t run a marathon in sandals-don’t run AI on a shaky stack.

Prior to configuring your instance, the IT manager must work with their implementation 

partner and their ServiceNow Account Rep to validate if their platform is compatible and 

licensed respectively for the implementation and utilization of these capabilities.
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 Tip for IT Managers AI  readiness isn’t just technical-it’s contractual. Know 
your entitlements. AI entitlements change every release, and licensing impacts 
both functionality and budget planning, so it is always good to check this on www.
servicenow.com/docs or you can also liaise with your ServiceNow Account Rep 
to help you with the possible dependencies, licensing, necessary resources, and 
additional costs, if any.

5.5. � Building a Skilled Team/Resource Allocation
You can’t implement the AI capabilities alone. You need a special team which is cross-

functional, collaborative, and committed.

Often, one of the most overlooked aspects of implementing ServiceNow platform 

capabilities is ensuring that you have the right resources in place. This includes both 

human and technical resources to ensure that your implementation is smooth and 

successful.

This implementation demands a collaborative team with a diverse range of expertise. 

The right mix of skills ensures a smooth deployment and effective use of ServiceNow’s 

capabilities.

•	 Technical Expertise: They translate ideas into configurations. 

Implementing solutions like Predictive Intelligence, NLP, and Generative 

AI requires skilled technical personnel. ServiceNow-certified professionals 

such as implementation specialists or resources experienced in these 

areas of work would be crucial for configuring and integrating the AI 

capabilities into your platform. For example, you’re integrating Now Assist 

into incident management. Your developer will configure ML training sets 

and embed contextual suggestions within the Agent Workspace.

•	 Project Management: They act like the glue that holds the execution 

together. Successful implementation requires stellar project 

management to ensure timelines, resources, and deliverables are 

met. A project manager is a nonnegotiable resource who would be 

responsible to coordinate activities, manage risks, and communicate 

with stakeholders regularly. The project manager will work closely with 

the IT manager to understand the project requirements and define 

scope, resourcing requirements, and the timelines for implementation.

Chapter 5  Leading Your ServiceNow AI Journey for IT Service Management

http://www.servicenow.com/docs
http://www.servicenow.com/docs


112

•	 Change Management: You aren’t just changing tools, but you 

are also changing how people work. This implementation will 

bring about technology as well as organizational change, and 

effective change management can lead to high adoption from 

end users. Having a dedicated change management specialist is 

key to ensuring smooth transitions, addressing user concerns, 

and providing adequate training. The change management is also 

necessary to measure any potential flagging via other teams. For 

instance, the security team can have questions around the impact 

of the AI capabilities on the PII information in your platform. An 

effective change management is necessary to measure and mitigate 

potential risks.

•	 Ongoing Support: These implementations cannot be viewed as 

“set-and-forget” types. After the go-live, the actual work begins. An 

ongoing support is required post implementation to ensure that your 

AI platform functionalities are working optimally, and improvements 

are made over time and that there is a plan for training, feedback 

collection, and resource optimization. This team also helps to 

monitor the KPIs, understand the model accuracy and error rates, 

and roll out enhancements based on the collected feedback. Consider 

them as the guardians of your freshly modified ecosystem. This team 

can include internal resources or even a managed services partner. 

But they must be continuous and not on availability or ad hoc basis.

 Tip for IT Managers  Many IT managers staff for implementation but forget 
post-go-live operations. Just because you deployed the chatbot doesn’t mean it’s 
learning. AI models require upkeep, retraining, and human feedback loops.

5.6. � Implementation
Good strategy means nothing without excellent execution and great change leadership.

Michael had been through enough tech deployments to know one truth: a tool is only as 

powerful as the plan that backs it. His team had mapped out the perfect AI use cases in 

ServiceNow—predictive triage, a chatbot for common incidents, and change collision 
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detection. The leadership was excited. But now came the hard part: implementing it. 

Michael knew that it’s just about installing some plugins and applications. He was on this 

reshaping journey of how his organization delivered IT services.

Implementation is categorized into two parts: planning and execution.

5.6.1. � Planning: Turning Vision into Blueprints
Think of this phase as laying the tracks before launching the train. Without alignment, 

scope control, and milestone clarity, even the best strategies derail. Let’s break it down.

•	 Map Strategy to Implementation: Your roadmap gave you the 

direction, but now you need a GPS. The IT manager must work with 

the project and the stakeholder teams to align the implementation 

strategy with the defined business goals. The IT manager must 

specify what functionalities of ServiceNow will be utilized and how 

they will deliver value in alignment with the requirements of the 

business stakeholders. The buy-in must come in all the the involved 

teams, if the problem in scope is traceable back to a business 

goal or not.

•	 Prioritize Out-of-the-Box Features: It’s always tempting to 

overengineer. But the golden rule to be followed is to not build when 

you can configure. ServiceNow implementations must always be 

focused on using built-in configurations to leverage the platform 

capabilities and reduce maintenance costs and other overheads 

associated with customizations.

•	 Setting timeline and milestones: Define the timelines for the 

implementation project. The IT manager must work with the project 

team to break it down into smaller milestones, per the planned 

roadmap. This will help the team to effectively track progress and 

ensure that the project stays on schedule. It is essential that the team 

sets realistic expectations for deliverables, including testing, and full 

deployment. Adding a “go/no-go” checkpoint after each phase can 

give the IT manager some space to recalibrate.
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5.6.2. � Execution: Moving from Pilot to Powerhouse
Time to roll up your sleeves. Implementation isn’t a monolith-it’s a living cycle of 

experiment ➤ refine ➤ scale.

While it may be tempting to implement the AI capabilities across your entire instance 

all at once, a phased approach is generally proven to be more effective. This allows for 

testing, learning, manageable changes, and adjusting the implementation as needed 

before scaling it to the entire organization.

A phased approach typically involves the following steps:

•	 Pilot Phase: Start small. Don’t aim to impress but aim to learn. Start 

by implementing the Now Assist capabilities in a single, high-impact 

use case. For example, you might implement the Virtual Agent for 

automating IT service desk queries. This approach allows you to test 

the capability, gather feedback, and make necessary adjustments. 

This approach also helps the implementation and quality assurance 

teams to work in parallel. For instance, you can start with deploying 

Now Assist for incident triage via Virtual Agent in a single department 

(like IT). Monitor the resolution time, containment rates, and 

agent feedback. This will help you understand to see where the AI 

capabilities failed, how users interact, and what back-end tweaks 

would be needed, without massive disruption.

•	 Expand Gradually: Once the pilot phase is successful, expand the 

capabilities to other use cases. For example, you could expand Virtual 

Agent use to other laptop requests or transferring chats to live agents. 

Use insights from the pilot (e.g., misunderstood intents, long wait 

times) to strengthen your training data before the expansion.

•	 Full Rollout: After successfully scaling the AI solution across several 

use cases, initiate a full rollout to all users and departments. This 

is when you’ll scale the technology across the entire organization, 

ensuring the infrastructure can handle the increased load. Don’t 

forget to check with your ServiceNow Rep about licensing and data 

scalability, especially for Generative AI workloads.
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 Note for IT Managers W hile this book focuses on ITSM, don’t forget that 
ServiceNow’s AI capabilities extend to Customer Service Management (CSM), HR 
Service Delivery (HRSD), and more. Mastering implementation here gives you a 
framework to scale across the enterprise.

5.6.3. � Managing Change During Implementation
Technology changes fast. People don’t.

AI technologies are advancing at a pace that is faster than most people can track, 

with breakthroughs and new capabilities emerging every few months. In just the past 

decade, AI has evolved from niche lab applications to systems that now outperform 

humans in tasks like language and image recognition, and it is rapidly being integrated 

into healthcare, business, and creative industries. Experts agree that the speed of AI 

development is unlikely to slow down soon, as increasing investments, more powerful 

computing resources, and ever-larger datasets continue to drive accelerated progress.

That’s where you come together as a leader of both tech and trust within your 

organization.

Implementing new capabilities within your ServiceNow platform often involves 

significant changes to business processes, workflows, and user roles. Managing this 

change effectively is essential to ensuring that your implementation is successful. Change 

management isn’t optional. It is the most important step from a successful rollout to real 

adoption. The change management process should involve the following steps:

•	 Communication: Don’t let silence fill the gaps. Transparent and 

regular communication with all stakeholders is crucial. Clearly 

explain why any capability is being implemented, what the 

expected benefits are, and how it will impact users; what is the 

plan if something breaks or doesn’t work as expected? You can 

use Townhalls, Slack, announcements, newsletters, and internal 

champions to build awareness.

•	 Training: This is essential for end users to ensure that they 

understand how to leverage the new capabilities effectively. You 

don’t need everyone to be an engineer, but this does include training 

them on interacting with the Virtual Agent, using predictive insights 

for decision-making, or managing incidents automatically.
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•	 Feedback Loops: After implementation, gather feedback from 

end users and stakeholders to identify common issues and make 

improvements. Creating channels for feedback allows you to quickly 

address any concerns and improve the overall user experience. For 

instance, an easy way to collect feedback is to embed a “Was this 

helpful?” button in every Virtual Agent response. This would help 

you give insight into which areas we would need retraining.

•	 Support Systems: Establishment of dedicated support channels 

or staff for users who may face difficulties adapting to the new 

capabilities. Offering resources such as help desks or FAQ pages can 

alleviate user frustration and promote successful adoption. Always 

remember that the goal is to empower users to trust the system but 

not feel abandoned by it.

5.7. � Measure Outcomes and ROI
Once the implementation is live, it becomes crucial to assess whether the 

implementation is delivering the desired outcomes. To do this effectively, IT 

managers should

•	 Track KPIs: Measure the success of the implementation based on 

predefined KPIs such as resolution times, deflection rates, and other 

metrics such as CSAT scores.

•	 Conduct Regular Reviews: Regular performance reviews of your 

implementation ensure that it continues to meet business needs. 

These reviews should involve key stakeholders and technical teams 

to assess whether the system is operating as expected.

•	 Evaluate ROI: Evaluate the return on investment by comparing 

the benefits (e.g., cost savings, efficiency improvements) against 

the implementation costs. This analysis will help you to measure 

any improvements in your overall technical debt and business 

processes and justify the investment and provide insights for future 

decision-making.
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5.8. � Plan for Expansion and Scalability
Think big. Start smart. Scale right. Continue monitoring.

Michael’s pilot AI implementation had been a success. The Virtual Agent was resolving 

40% of L1 tickets. The CIO was thrilled. But then came the inevitable question: “Can we 

roll this out across the enterprise?”

Michael knew that success at scale wasn’t about doing more. It was about doing it 

better, smarter, and with long-term sustainability in mind.

The evaluation of the ROI of your initial rollout helps in the decision-making for 

further expansion and scalability. This includes the following:

•	 Cross-Functional Expansion: Don’t keep AI siloed within 

ITSM. Extend these capabilities to other functions based on the 

stakeholder requirements and understanding of other technical 

dependencies. You can also start with similar use cases: FAQs, 

password resets, and onboarding tasks. For instance, if your Virtual 

Agent succeeded in incident triage, you can use that same framework 

to handle HR queries like PTO balance or benefits information.

•	 Future Trends: The IT manager must be updated on ServiceNow’s 

evolving AI capabilities, such as Agentic AI and integrations with 

emerging technologies.

•	 Automation Integration: Integrate AI capabilities with other 

ServiceNow modules (e.g., change management, problem 

management) wherever the organization finds the best use cases.

•	 Performance Monitoring: Continuously monitor the training 

models and retrain them as necessary to maintain relevance. You will 

need to analyze user requests, common use cases to understand the 

amount of training required.
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5.8.1. � How to Continuously Improve and Optimize My 
AI Models?

AI models cannot be considered as a one-time “set and forget” solution. To achieve  

long-term benefits, these models must be continuously improved and optimized based 

on new data, feedback, and evolving business requirements.

Approaches for continuous improvement:

•	 Model Retraining: AI models lose precision over time. Think of 

them like athletes-they need regular workouts. The model should 

be retrained at frequent intervals, to ensure they stay relevant and 

accurate to the new data. You can set schedules for model evaluation 

(e.g., every quarter) or use “identify drift” to understand if a user 

behavior has changed. For instance, if AI is used to predict incidents, 

retraining is needed to ensure that the model adapts to new patterns 

of behavior.

•	 User Feedback: Regularly collect feedback from end users, IT staff, 

and other key stakeholders to identify areas where this solution can 

be improved. This is essential for ensuring that our implemented 

solution continues to meet the needs of our organization. Open the 

floor to the users. Run quarterly surveys or add “Was this helpful?” 

feedback buttons. You can also take direct feedback via meeting the 

users of your implemented capabilities.

•	 Performance Monitoring: Track KPIs to ensure that AI solutions 

are being utilized optimally to achieve the desired outcomes. For 

example, if you are utilizing predictive intelligence for incident 

management, you should monitor metrics such as resolution time 

and user satisfaction.

The implementation journey does not end once the capabilities are deployed. It 

is a perpetual process that requires continuous improvements to stay aligned with the 

organizational needs and industry advancements. Think of it as an agile cycle, not a 

destination.
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5.9. � Governance and Responsible AI
If you’re not governing your AI, then it’s governing you.

While governance will be explored in greater detail in later chapters, here are some key 

steps an IT manager should take to minimize risks effectively. When integrating these 

capabilities into ServiceNow, managing risk and ensuring compliance are paramount. 

The AI capabilities must be regularly audited and tested to ensure that they do not 

introduce security vulnerabilities, biases, or compliance issues into the organization. Key 

steps for managing risks include

•	 Data Privacy Compliance: Ensure that these solutions adhere 

to data privacy laws such as GDPR, CCPA, and other relevant 

regulations. Implement data anonymization and encryption 

measures to protect user privacy.

•	 Bias Audits: Regularly audit these models for bias and fairness. 

In case your solution is used in customer-facing services, 

ensuring fairness and accuracy is critical for both compliance and 

customer trust.

•	 Security Measures: Though the ServiceNow instance highly 

focuses on the instance security, the IT manager must ensure that 

your platform must be protected from cyber threats, including 

unauthorized access and attacks. Implement security protocols such 

as multifactor authentication and ensure authentication protocols for 

your integrations to safeguard sensitive data.

•	 Documentation and Reporting: When audits happen, your 

documentation is your guardian. Keep thorough documentation 

of all the processes, decisions, ownerships, and outcomes used by 

your AI capabilities, to ensure that the organization can demonstrate 

compliance at any time.
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5.10. � How to Avoid Pitfalls When Implementing 
ServiceNow’s AI Capabilities

To successfully integrate the AI capabilities of ServiceNow into your instance, a well- 

structured implementation strategy is essential. This strategy must be customized based 

on the organization’s needs, maturity, and existing ITSM processes.

Even with careful planning, many AI implementations encounter challenges. This 

section highlights common pitfalls and strategies to overcome them.

Some of the most common pitfalls include

•	 Underestimating Data Quality Needs: Capabilities such as 

Predictive Intelligence rely heavily on clean, high-quality data. Poor 

data quality leads to inaccurate predictions and reduced efficiency.

•	 Lack of User Adoption: Users often resist new technologies due to 

unfamiliarity or fear of job displacement. Poor adoption can nullify 

the benefits of AI.

•	 Failure to Align AI Initiatives with Business Goals: AI 

implementations that don’t address specific business pain points fail 

to gain traction.

•	 Ignoring Change Management: Without proper communication 

and stakeholder engagement, AI projects face resistance, delays, or 

even failure.

•	 Overlooking Security or Compliance Measures: AI relies on 

large datasets, which could pose privacy and compliance risks if 

mishandled.

5.10.1. � How to Avoid These Challenges?
Ensure that the following items are kept in check to reduce the risk of these pitfalls.

•	 Perform thorough data cleansing prior to implementation.

•	 Audit data regularly to remove duplicates, fix inconsistencies, and 

update any outdated information.

•	 Conduct training sessions tailored to different user groups.
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•	 Share customer success stories to highlight how these capabilities 

augment human capabilities rather than replacing them.

•	 Define clear and measurable objectives tied to business outcomes, 

for instance, reducing SLA breaches rather than implementing AI for 

the sake of technology.

•	 Develop a robust change management plan. Appoint change 

champions to advocate for the new system.

•	 Use ServiceNow’s in-built compliance features to monitor and 

manage data security.

Here are a few steps to consider for an effective implementation:

•	 Data Quality and Integration: AI’s effectiveness is heavily dependent 

on data. Before implementing any AI capabilities, IT managers 

should ensure that data is clean, accurate, and structured. Data from 

multiple sources (e.g., incidents, service requests, user profiles) 

must be integrated into a unified data model. ServiceNow provides 

tools like data integration hub to help streamline data collection and 

integration.

•	 Customization for Organizational Needs: While ServiceNow 

provides powerful AI tools out of the box, organizations should tailor 

these tools to their specific needs, for example, using custom Natural 

Language Processing (NLP) models to recognize industry- 

specific terminology or customizing workflows to align with your 

organization’s specific processes. Personalization ensures that AI 

features are relevant to your operations.

 Tip for IT Managers R un a postmortem analysis after the pilot scaling 
phases and document the lessons learned to refine future rollouts.
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5.11. � Best Practices for Driving Strategy 
to Implementation Effectively

AI success = Business strategy × Data quality × Adoption

One of the most crucial aspects of implementing ServiceNow’s AI capabilities is ensuring 

that these capabilities align with broader business objectives. IT managers should work 

closely with business leaders to ensure that the AI strategy is directly contributing to the 

company’s goals.

Key areas of alignment include

•	 Operational Efficiency: These capabilities can dramatically increase 

operational efficiency by automating routine tasks, improving 

response times, and reducing human errors. IT managers should 

ensure that the adoption of these capabilities is measured by its 

impact on operational KPIs, such as incident resolution time,  

first-call resolution rate, and ticket backlog.

•	 Enhanced User Experience: It is not only about improving internal 

operations but also about enhancing the user experience. Virtual 

Agent, for instance, can provide 24/7 support for employees by 

automating repetitive requests such as password resets, hardware 

issues, or service requests.

•	 Business Insights and Decision-Making: ServiceNow’s AI 

capabilities, such as predictive intelligence and analytics, can provide 

deep insights into business performance. For instance, the predictive 

models can forecast IT demand, helping organizations better allocate 

resources. These insights also assist in strategic decision-making by 

providing data-driven recommendations for improving IT operations.

5.11.1. � Building an AI-Ready Data Foundation
Garbage in = garbage out.

Since artificial intelligence relies heavily on data, it is crucial to ensure that only high-

quality data is used to train ServiceNow’s models, as this will significantly impact 

the success of your implementation. Clean data forms the cornerstone of a robust 
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foundation, enabling your model to deliver accurate and dependable results. On the 

other hand, issues like poorly categorized incidents or outdated knowledge articles 

can hinder the model’s ability to make precise predictions. It’s important to note that 

historical data plays a vital role, especially in Service Management, where AI models 

use resolution analysis from past similar incidents to auto-deflect tickets or recommend 

solutions effectively.

 Tip for IT Managers A udit your data at regular intervals to ensure its 
relevancy and overall accuracy. Over time, the model will learn and adapt to data 
patterns, so it’s essential that your data evolves as well.

5.11.2. � Training Your Team
A great AI strategy is meaningless if your team doesn’t understand or trust the tech.

Even the best platforms are only as effective as the people using them. A well-trained 

team is crucial for the successful deployment and regular optimization of ServiceNow’s 

AI capabilities.

•	 Identify Key Roles: Your team can have AI champions who would 

serve as internal advocates for your initiatives, responsible for 

promoting the adoption of the platform and gathering feedback, 

as your teams get used to the adoption of the new tools. End users 

vary depending on where you are using these capabilities, that is, if 

your portal is for internal use or customer facing. Either ways, it is a 

good practice to promote the adoption of these capabilities via some 

training, demonstrations, or knowledge articles.

•	 Training Programs: Facilitation of workshops where your team 

can learn and experiment with the integrated AI capabilities in 

ServiceNow. These workshops should be designed to teach how 

to leverage the utilization of these capabilities for effective service 

delivery and operational efficiency. The IT manager can also ask their 

ServiceNow Account Rep or the ServiceNow Partner for any external 

training programs for the staff.
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5.12. � Summary
You’ve just navigated one of the most critical stretches of your AI journey—laying the 

foundation right.

Think of this chapter as the architect’s blueprint. We’ve covered not just what 

to do, but how to think as an IT leader preparing your organization for intelligent 

transformation. You learned that implementing AI in ServiceNow isn’t just a technical 

rollout; it’s a strategic evolution. We have walked through the trenches together, 

from scoping your first pilot to expanding across departments, building governance 

frameworks, assembling your A-team, and optimizing models after go-live. You’ve been 

introduced to real-world challenges and practical frameworks that equip you not just to 

implement AI capabilities, but to lead it. But the journey doesn’t end here-it levels up.

In the next chapter, we will discuss strategies and approaches that IT leaders 

can adopt to ensure they are maximizing the return on investment (ROI) from their 

ServiceNow AI capabilities. You’ll learn how to define success metrics, avoid value 

traps, and align outcomes with enterprise goals. Get ready to move from deployment 

to value realization and become the strategic leader who knows how to turn data, 

automation, and intelligence into real business results. Let’s turn your implementation 

into measurable impact.

5.12.1. � What Did We Learn

•	 Strategic Planning Is Crucial: AI success begins long before the first 

model is configured. Define clear goals, align with business needs, 

and map functionality to real pain points.

•	 Start Small, Scale Smart: Begin with focused pilots (like incident 

triage or virtual agents) and gather feedback before expanding AI 

capabilities enterprise wide.

•	 Your Team Matters: Build a multidisciplinary team—technical 

experts, project managers, change leaders, and support specialists. AI 

is a team sport.

•	 Continuous Optimization Is Key: AI is not a “set and forget” 

solution. Retrain models, collect feedback, and monitor performance 

to stay relevant and effective.
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•	 Governance Ensures Trust: Responsible AI requires active 

governance. This includes bias audits, data privacy, security 

protocols, and clear documentation for compliance.

•	 Avoiding Pitfalls Saves Time and Money: Data quality, user 

adoption, and change management must be prioritized to ensure 

successful and sustainable outcomes.

•	 Alignment Is Everything: Tie every capability to business  

value-whether it’s faster resolution times, improved user experience, 

or smarter decision-making.

TEST YOUR KNOWLEDGE

	1.	 Which of the following is the BEST area to start your AI pilot 
implementation in ServiceNow ITSM?

	A .	 Change management

	 B.	I ncident management

	 C.	A sset management

	D .	R elease management

	2.	 What is the main benefit of using out-of-the-box (OOTB) configurations in 
ServiceNow AI implementations?

	A .	T hey are more expensive but faster.

	 B.	T hey require no technical expertise.

	 C.	T hey reduce upgrade issues and maintenance overhead.

	D .	T hey allow for unrestricted customization.

	3.	 Why is continuous retraining of AI models necessary in ServiceNow?

	A .	T o comply with ITIL guidelines.

	 B.	 Because data patterns change over time.

	 C.	T o avoid additional licensing.

	D .	I t’s a one-time requirement.
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	4.	 Which of these roles is primarily responsible for managing stakeholder 
alignment, scope, and risk during an AI implementation?

	A .	T echnical architect

	 B.	P latform administrator

	 C.	P roject manager

	D .	 Service desk analyst

	5.	 Which metric would MOST LIKELY indicate the effectiveness of a Virtual 
Agent in your ITSM environment?

	A .	 System CPU usage

	 B.	 SLA breach rate

	 C.	 Containment rate

	D .	N umber of logged-in users

	6.	 A successful AI rollout can be done without involving business 
stakeholders.

◻ True ◻ False

	7.	 AI implementation in ServiceNow is a one-time process that does not 
require ongoing optimization.

◻ True ◻ False

	8.	 Clean, high-quality data is a foundational requirement for effective AI 
capabilities in ServiceNow.

◻ True ◻ False

	9.	 Governance and bias audits are only necessary in customer-facing AI 
implementations.

◻ True ◻ False

	10.	 AI capabilities like Predictive Intelligence can help with both auto- 
categorization and intelligent ticket routing.

◻ True ◻ False
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5.12.2. � Bonus Thought
As an IT manager, how would you convince a skeptical leadership team that AI in ITSM 

is not about replacing people, but empowering them?

_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer B C B C C False False True False True
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CHAPTER 6

Maximizing ROI 
with ServiceNow AI 
Capabilities and Avoiding 
Value Traps

6.1. � Defining ROI in the Context of AI and ITSM
It’s working. But is it working enough?

Michael leaned back in his chair, eyes fixed on the monthly IT operations report glowing 

across his dual monitors. On paper, everything looked promising-incident resolution 

times were down, customer satisfaction was up, and the newly deployed AI assistant was 

handling requests with impressive speed. Yet, a subtle sense of doubt lingered.

He wasn’t just the IT manager; he was the one the CIO had trusted with to lead 

the AI-driven transformation with ServiceNow. And that meant more than smooth 

workflows or glossy dashboards. It meant delivering real, measurable business value.

Down the corridor, David, the finance controller, sat with his own version of the 

story. His job wasn’t to admire operational wins; it was to translate them into numbers 

that mattered. For David, every new tool, every automation, was another line item that 

had to justify its existence. “Show me the return,” he’d say. “Not just the hype-proof.”

https://doi.org/10.1007/979-8-8688-1706-9_6#DOI
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This quiet tension between innovation and accountability, or between the tech that 

excites you and the numbers that can explain the hype, is playing out in IT departments 

around the world. As AI capabilities embed themselves into ITSM, the real question is no 

longer can it work, but is it working, and is it worth it?

That’s where this chapter begins.

When IT managers evaluate the return on investment (ROI) of implementing AI 

capabilities within ServiceNow, they must consider more than just cost savings. The 

ROI of this implementation in IT Service Management (ITSM) is multidimensional 

and encompasses various factors that contribute to both financial and operational 

improvements.

In this chapter, we will discuss strategies and approaches that IT leaders can adopt 

to ensure they are maximizing the return on investment (ROI) from their ServiceNow AI 

capabilities. The success of AI initiatives does not just depend on implementing  

cutting-edge technology but on ensuring that these solutions deliver measurable 

business value. This chapter will guide you through assessing the ROI of AI implementations, 

recognizing potential value traps, and designing your AI strategy to ensure long-term 

success. ROI in this context can be defined as the balance between the value delivered 

through AI-powered efficiencies and the cost of implementing these technologies.

This includes both tangible and intangible benefits, such as

•	 Tangible Benefits: Cost reduction, time savings, productivity 

improvements, and resource optimization

•	 Intangible Benefits: Enhanced customer satisfaction, employee 

engagement, and improved service delivery

Let’s go back to Michael. Two months into their rollout, the dashboards were glowing 

with green bars and KPIs trending upward. But Michael wasn’t celebrating just yet. Why? 

Because he knew that surface-level metrics weren’t enough. He needed to walk into his next 

executive meeting with answers, not just graphs. And more importantly, he needed to be 

sure that this wasn’t just a tech win, but a business win. This is where the ROI conversation 

becomes real. So, what does ROI look like when ServiceNow’s AI capabilities are really 

working for you? Let’s break it down through the lens of three types of ROI-financial, 
operational, and strategic, all of which every great IT manager needs to master.

Below is a breakdown of what ROI looks like when ServiceNow’s AI capabilities are 

implemented effectively.
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6.1.1. � Financial ROI: Direct Cost Savings
David, our finance controller from earlier, is the gatekeeper here. His favorite question? 

“How is this saving us actual dollars?”

Michael answered with three simple truths:

•	 Operational Cost Reduction: Automating tasks such as incident 

assignment, resolution, request fulfillment, and routing reduce the 

need for manual intervention. Fewer human touchpoints meant 

fewer handoffs, and that meant fewer delays. Think of it as trimming 

the fat from your workflows. ServiceNow’s AI-powered Predictive 

Intelligence can analyze historical data and automatically classify 

and prioritize tickets, allowing agents to focus on higher-value work.

•	 Resource Optimization: Instead of hiring five new Tier 1 agents, 

they redistributed tasks intelligently. With these capabilities 

handling the repetitive tasks, organizations can operate with fewer 

resources without compromising service quality. This reduces the 

need for headcount growth even as IT service demands increase. It 

also helps leveraging people skills and interest where they are the 

strongest. Providing adequate job to the adequate skillset helps with 

retention and a focus on proper training ensures that the people 

who are currently doing the job are properly equipped to do in good 

conditions.

•	 Fewer Errors and Rework: Every time someone misroutes a ticket 

or applies the wrong resolution, it costs time. These capabilities 

offer powerful tools enhanced with AI which, if they are accessible 

and properly used, will support and accelerate the troubleshooting 

process. It would aim to reduce human errors, which are common in 

manual processes, which leads to a reduction in the need for rework, 

and fewer mistakes can significantly cut down on time and costs 

associated with troubleshooting.

 Tip for IT Managers  You’re not just saving dollars but you’re reclaiming 
talent and time. Don’t underestimate that value.
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6.1.2. � Operational ROI: Efficiency and Effectiveness
Here’s where we meet Kelly who is Michael’s service desk manager. She’s been in IT long 

enough to know that good tools don’t always mean good outcomes. But now that Kelly 

started to understand the power of the AI capabilities that Michael introduced to the 

organization, she’s a believer.

•	 Quicker Response Times: AI capabilities, especially Virtual Agent and 

Predictive Intelligence, reduces the time it takes to resolve incidents 

and service requests. No queue, no ticket. Just answers. And when 

things escalate, they do so with all the right contexts. Result? Reduced 

mean time to resolve (MTTR). For instance, Virtual Agents can handle 

employee queries 24/7, providing instant responses and resolutions 

for routine issues like password resets or knowledge base searches, in 

a format that is understandable and in a timely manner. There is no 

reason why employees should be losing time looking for information 

in 2025. Access to the information is simplified, curated, and 

summarized so the people can go straight to what they are looking for.

•	 Enhanced Incident Routing: Predictive Intelligence ensures that 

incidents are categorized correctly and routed to the appropriate 

technician based on past interactions, expertise, and historical data 

which speeds up resolution time and reduces service desk workload. 

The team isn’t just faster; they’re happier, too.

•	 Improved User Experience: With improved response times and the 

accuracy of solutions, users experience faster resolutions and higher 

satisfaction levels. Positive end-user experiences drive productivity 

and overall efficiency within the business.

6.1.3. � Strategic ROI: Value-Added Outcomes
Then came the executive meeting. The CIO asked Michael one final question: “What does 

this mean for our future?”

•	 Scalability: These capabilities allow IT organizations to scale their 

operations efficiently. As the company grows, AI can handle increased 

demand without requiring proportional increases in staff or resources, 

making it easier to manage large volumes of service requests.
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•	 Data-Driven Insights: AI capabilities like Now Assist and Predictive 

Intelligence can provide actionable insights based on vast amounts of 

data. These insights help managers make more informed decisions, 

plan resources more effectively, and forecast future needs.

•	 Future-Proofing Your Organization: Investing in AI capabilities 

positions the organization to remain competitive as these capabilities 

continue to evolve. ServiceNow’s AI framework is designed to 

accommodate future advancements in machine learning and 

automation, ensuring that your organization is prepared for the 

perpetual digital transformation.

6.1.4. � How IT Managers Can Start Assessing ROI
You don’t need to be Michael to get started. You just need to ask yourself (and your 

team) the following:

•	 Which of our current processes are the most repetitive ones?

•	 Where are we spending too much manual effort and can this be 

reduced via the AI capabilities?

•	 What KPIs can we directly influence using ServiceNow’s AI 

capabilities?

•	 Are we measuring just activity, or the actual impact?

 Tip for IT Managers  Start small. Pick one high-volume use case-say, 
password resets. Measure how long it took before and after implementing Virtual 
Agent. That’s your first ROI case study.

And what if there are gaps? Good. That means you’re doing it right.

Discovering gaps in your ROI journey isn’t a failure—it’s an opportunity. Whether 

it’s data quality, process design, or lack of adoption, every gap is a step closer to 

optimization. In fact, some of the best IT managers embrace these gaps as their 

roadmap.

Michael did it. And so can you.

Chapter 6  Maximizing ROI with ServiceNow AI Capabilities and Avoiding Value Traps



134

6.1.5. � Importance of Measuring ROI 
in AI Implementations

Let’s revisit Michael, our IT manager. His rollout was making waves. The tickets were 

closing faster, users were smiling, and even David from Finance had nodded in approval. 

But something still felt fragile. In his gut, Michael knew the glow from the launch 

wouldn’t last if he couldn’t prove the impact. He needed more than dashboards. He 

needed a system. Something to answer questions like

•	 Are we really better than we were three months ago?

•	 Where exactly is this value showing up? How do I determine that?

•	 And are we set up to keep improving further?

That’s the heartbeat of ROI. And why, for any IT manager leading an AI initiative, 

measuring ROI isn’t just a task, it’s your compass.

When implementing ServiceNow’s AI capabilities, understanding the ROI is essential 

for two reasons:

•	 Justifying Investment: Think about it. If you had to walk into your 

CFO’s office tomorrow, what would you say to justify the $500K 

already spent? Deploying AI capabilities in ServiceNow is not a side 

project. These implementations require significant investments 

in terms of time, resources, and finances. Measuring ROI allows 

stakeholders to assess whether these investments are paying off.

•	 Continuous Improvement: What you measure is what you manage. 

And what you manage is what improves. Tracking ROI helps IT 

managers to identify areas where AI implementations can be 

optimized for better performance, allowing them to make informed 

decisions on future enhancements.

6.1.6. � Methodologies for Capturing Value
Michael knew he couldn’t do this alone. So, he called in Oscar, a senior analyst on his team 

with a knack for metrics and a sixth sense for KPIs that matter. And together, they crafted a 

simple yet powerful framework to capture value, not just track activity.
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To capture the value from your implementations, IT managers must adopt specific 

methodologies for measurement and improvement. Let’s walk through the same four 

steps they followed, because you can too.

Step 1: Establish Baseline Metrics
Before giving the green signal on the implementation of AI capabilities in 

ServiceNow, Michael and Oscar looked back. They gathered data on how things worked 

before automation kicked in:

•	 Average time to resolve an incident

•	 Number of tickets processed by every agent

•	 Cost per ticket

•	 Customer satisfaction scores

This was their “before” picture. Consider it like a snapshot of the system’s health 

before surgery.

 Tip for IT Managers   Don’t just use the system logs. Talk to your service 
desk teams and get their view of what “normal” really looked like.

Step 2: Value Mapping: Follow the Trail of Impact
This is where Michael got strategic. He didn’t just want to know that these 

capabilities were doing something. He wanted to know if it was doing the right things. So, 

he and Oscar asked:

•	 What is the most obvious pain point? (e.g., long response times?)

•	 Which teams are mostly overwhelmed by the workload?

•	 Where can automation shift the dial significantly?

They linked the AI capabilities to specific business goals:

AI capability Target KPI Strategic outcome

Virtual Agent First contact resolution rate Improved employee satisfaction

Predictive Intelligence Time to assign and resolve Operational efficiency

Now Assist Time spent on case notes Analyst productivity
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 Tip for IT Managers D on’t chase shiny objects. Tie every AI initiative to a 
business outcome.

Step 3: Continuous Monitoring and Feedback Loops
Michael knew that what gets measured, gets managed. But what gets listened to, 

gets better.

So, they decided to introduce lightweight feedback loops such as

•	 Surveys post incident resolution

•	 Slack/MS Teams polls from end users

•	 Team retros after major rollouts

Even the Virtual Agent got smarter through these loops. When employees gave 

thumbs-down responses, the AI model was flagged for review and improvement.

Step 4: Assessing Long-Term Impact: Don’t Forget the Big Game
Measure the long-term impact of these capabilities on business performance, 

including customer retention, cost savings, and productivity gains. While short-term 

metrics are useful, the long-term value should not be overlooked. Some ROIs show up 

overnight such as shorter ticket queues or faster resolutions. But some takes time.

So, Michael and David agreed to meet quarterly to evaluate:

•	 Is employee churn dropping or not?

•	 Are the user satisfaction scores steadily rising or not?

•	 Is the IT team able to work on more strategic projects instead of 

firefighting?

Understanding the why would be interesting for those KPIs. By tracking long-term 

trends, they could realize the cumulative value of their implementation. Not just the first 

splash, but the ripples.

 Tip for IT Managers B ake ROI reviews into your roadmap. Make them 
routine. AI is a marathon, not a sprint.

For the busy IT manager skimming this on a late-night flight, here is a quick 

summary of all the steps:
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Step What to do Why it matters

1. Establish baseline metrics Snapshot your current metrics You need a clear “before”

2. Value mapping Tie AI capabilities to your KPIs Focus efforts on what matters

3. Monitor and feedback loops Build feedback loops with users 

and teams

Continuous learning drives 

actual ROI

4. Measure long-term impact Look at quarterly/yearly trends Big wins take time to show

6.2. � Tracking and Measuring ROI
Here’s a truth bomb for you.

If you’re not tracking the right KPIs, you’re not managing your implemented project. 

You’re just watching it happen.

Michael knew this too well. After six months of deploying features like the Virtual Agent 

and Predictive Intelligence in ServiceNow, the buzz was real, but so was the scrutiny. He 

needed more than “feels faster.” He needed facts. That’s where the KPIs came in, not just any 

metrics, but the right ones. The kind that helps you prove value, spot gaps, and plan forward.

In a Monday leadership meeting, Michael’s CIO asked, “Are we getting what we paid 

for to ServiceNow?” And instead of just saying things, Michael clicked open his dashboard, 

and confidently said, “Yes. Our First Contact Resolution Rate is up 37%, incident volume is 

down 28%, and user satisfaction hit an all-time high last month.”

Tracking the right KPIs is essential for monitoring the effectiveness of your ServiceNow 

AI implementation. These KPIs will help IT managers evaluate the performance of AI 

solutions and assess whether the deployment is meeting predefined goals. To ensure your 

AI implementation is delivering ROI, you should establish clear metrics.

Now how did Michael get there? Let’s walk through the key KPIs he tracked, so that 

you can walk into your next meeting with that same confidence.

•	 First Contact Resolution Rate (FCR): This metric measures the 

percentage of incidents resolved on the first interaction with the end 

user. This metric reflects how well your implemented AI capabilities 

are solving problems right at the doorstep. No escalations. No 

transfers. Just answers. AI-driven Virtual Agents can highly increase 

FCR by resolving basic issues instantly and reducing the need for 

human intervention.
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•	 Incident Volume Reduction: This metric measures the reduction 

of the volume of incidents that require manual intervention by 

providing automated self-service capabilities. Monitoring how many 

incidents were resolved by these capabilities can provide insight 

into how much manual workload has been alleviated. Track this per 

category (e.g., hardware, software, application, access). You’ll spot 

patterns where your implemented capabilities are underperforming 

or overachieving.

•	 Incident Resolution Time: Speed is the new loyalty currency. Every 

minute saved adds up, especially at scale. This metric tracks the 

average time it takes to resolve an incident or request. With AI- 

powered predictive analytics and automation, the resolution times 

can be significantly reduced, leading to faster service delivery and 

enhanced user satisfaction.

•	 Cost Reduction: One of the primary advantages of automating IT 

service management is the reduction in operational costs, because 

otherwise it’s just an expensive experiment. Automation of workflows 

reduces the time spent on task management, freeing up valuable 

resources for more complex and strategic activities. This can lead to 

substantial labor cost savings. An IT manager must have the ability to 

reinvest the savings. For instance, the saved hours can be contributed 

to innovation projects such as service blueprinting.

•	 Employee Productivity: AI capabilities aren’t just for end users. It 

should elevate your team, not overwhelm them. Increased employee 

productivity due to automation of repetitive tasks or intelligent 

prioritization of high-priority issues.

•	 Customer Satisfaction: Happy users = less noise = more IT 

credibility. An increase in CSAT (customer satisfaction score) or NPS 

(net promoter score) due to better, faster, and more personalized 

service. You can look for correlation between AI-powered resolution 

and CSAT spike. Track your user comments too, not just scores. High 

user satisfaction indicates that the AI solution is meeting end-user 

expectations.

Chapter 6  Maximizing ROI with ServiceNow AI Capabilities and Avoiding Value Traps



139

•	 AI Adoption Rate: You can’t drive ROI from a tool no one uses. 

This metric tracks how many users are actively utilizing the newly 

implemented capabilities vs. those relying on traditional methods. 

A higher adoption rate reflects successful integration of AI into the 

organization’s workflows.

By predefining clear metrics for these areas, IT managers can better gauge the ROI 

of their ServiceNow implementation projects, ensuring that they meet expectations and 

deliver the promised value.

6.2.1. � Tools for Measuring AI ROI in ServiceNow
Now that you’ve picked the right KPIs, you’ll need the right tools to monitor them. Good 

news: ServiceNow offers several tools and features that help IT managers measure and 

track the ROI of AI implementations:

•	 Performance Analytics: Think of this as your KPI command center. 

ServiceNow’s Performance Analytics provides real-time insights and 

dashboards that track KPIs and performance indicators. These can 

be customized to reflect the specific objectives of AI projects and 

monitor progress over time.

•	 Predictive Intelligence: This is where the magic happens. 

ServiceNow’s Predictive Intelligence module offers predictive 

insights into incident management, service request patterns, and 

other aspects of ITSM. These insights help assess the potential 

impact of AI capabilities on service delivery and efficiency and to 

forecast ticket volumes, preempt service bottlenecks, and analyze 

ticket classification accuracy.

•	 Other Dashboards: Whether it’s Virtual Agent usage or Now Assist’s 

case summaries, you can build tailored dashboards to visualize impact. 

These are especially helpful for stakeholder demos. Dashboards 

in ServiceNow provide a visual representation of the system’s 

performance. IT managers can track the effectiveness of Virtual Agents, 

Now Assist, and other AI-powered tools through custom dashboards 

that reflect key success metrics. You must share these dashboards with 

the team leads. When people see impact, they buy in.
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Don’t track everything. Track what matters. Understand why it matters. Your 

work is not to drown yourself in metrics. You are here to lead the digital transformation 

in your organization. So, pick KPIs that narrate the story of your ROI clearly and 

confidently. Follow this one simple rule:

If the metric is not connected to people, productivity, or progress, then it doesn’t 
go on the dashboard.

6.3. � Strategies to Maximize ROI 
from This Implementation

Let’s be honest. AI capabilities don’t just work like magic. But when it works, it can feel 

like it. For instance, imagine when a service desk ticket routes itself, resolves itself, and 

then also acknowledges the user at the end, all without a human lifting a finger. That’s 

not just automation but a smart and strategic AI implementation at the back end.

Creating a scalable implementation strategy is crucial for ensuring that your 

ServiceNow AI implementation delivers you long-term success. While short-term goals 

are equally important, IT managers must think about scalability and future growth. 

Achieving significant ROI from your investment in ServiceNow’s AI capabilities requires 

careful planning, strategic execution, and a focus on key areas where it can make a real 

impact. Michael learned in his first six months of leading the ServiceNow AI adoption 

that it’s not about the flashiest solution but about building something scalable and 

sustainable. And that starts with one key idea:

Don’t go big. Go smart. Then go bigger.

Let us walk through the strategies that Michael and his team used to help 

maximize ROI:

•	 Always Start with the Low-Hanging Fruit: When Michael first 

pitched the idea of using the AI capabilities to his team, Toby, the 

change manager, raised his eyebrows. He said that as cool as it may 

sound, but the team still messes up basic password resets. So, they 

decided to not aim for the moon and started with Virtual Agent 

handling FAQs, password resets, and VPN access. Within three 

weeks, call volumes dropped and the user satisfaction jumped. 

Many organizations dive directly into complex AI implementations 

without realizing the value in starting small. ServiceNow’s intelligent 

Chapter 6  Maximizing ROI with ServiceNow AI Capabilities and Avoiding Value Traps



141

capabilities such as Virtual Agent or Predictive Intelligence can 

be deployed initially in simpler use cases. These early successes 

can then be leveraged to gain organizational buy-in for more 

advanced applications. Start small, scale gradually, i.e., begin with 

a pilot project or a small-scale AI implementation to demonstrate 

value and gain experience. Once the results are proven, gradually 

expand AI capabilities across different areas of ITSM, such as 

change management, incident management, and customer service. 

ServiceNow’s AI capabilities can be integrated into multiple ITSM 

processes to create a holistic approach. By embedding AI throughout 

the organization, you ensure that it can scale alongside your 

business needs. This allows for continuous improvement and helps 

maximize ROI.

•	 Identify and Focus on High-Impact Use Cases: Once the team saw 

results, they were tempted to launch these capabilities everywhere. 

But Michael held back and chose a measured expansion plan, 

one where each success funded the next. Similarly, IT managers 

must use a Crawl-Walk-Run framework. Rather than deploying AI 

capabilities across the entire organization immediately, identify key 

use cases that can deliver the highest impact. These areas include 

incident management, service request management, and change 

management where you can use capabilities such as Predictive 

Intelligence and Virtual Agents to automate incident classification, 

routing, self-serve actions, and risk mitigation during change 

requests. By focusing on these high-value use cases, you can see 

immediate improvements in efficiency, user satisfaction, and service 

delivery.

•	 Automate Repetitive Tasks for Efficiency: Michael asked David, 

the CFO, where the pressure points were. The answer was slow 

ticket triage, inconsistent change risk classification, and the obvious 

burnout on the L1 service desk. So, Michael considered automating 

tasks like routing incidents to the correct agent based on categories 

or keywords, minimizing manual intervention or using capabilities 

such as Agent Assist to suggest relevant knowledge articles to users 

or agents based on their queries, reducing resolution time and 
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improving knowledge transfer. He also automated low-level service 

requests like password resets or VPN access using Virtual Agents, 

thereby reducing the volume of calls to the service desk. The result 

was a significant drop in the incident triage time and improved 

change failure rates. The implemented capabilities excelled at 

automating repetitive and time-consuming tasks that would 

otherwise be done by the agent and reduced manual workload, 

improved response time, and free up resources for more valuable 

activities.

•	 Ensure Proper Training and Continuous Improvement: Kelly, our 

service desk lead, mentioned that her team gets devoured in reset 

passwords requests and printer issues. So, they deployed automation 

for password resets via chatbot, auto-routing based on incident 

short description, and knowledge article suggestions based on ticket 

history. This freed Kelly’s team to focus on root cause analysis, VIP 

support, and proactive problem management. These models must 

be trained at frequent intervals to ensure that they remain relevant 

to the latest data. ServiceNow’s AI capabilities, such as Predictive 

Intelligence and Virtual Agent, improve over time as they process 

more data.

•	 Data Quality: AI capabilities can’t be used in just set it and forget it 

mode. Michael created a model training calendar according to which 

every four weeks the core operational team reviewed incorrectly 

routed tickets, low-confidence predictions, and user feedback on 

Virtual Agent. They also ran a team-wide literacy workshops so that 

agents understood what the tech was doing and how to work with it. 

It is essential for IT managers to review the training data quarterly. 

They must also ensure that the data used to train AI models is 

accurate, comprehensive, and up-to-date. Inaccurate data will lead 

to inaccurate predictions and suboptimal performance (garbage in = 

garbage out).

•	 Monitoring and Adjustments: Every month, Michael pulled up his 

Performance Analytics dashboard and verified the resolution times, 

CSAT scores, FCR rates, and Virtual Agent feedback loops. When 
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something dipped, he didn’t guess, but he investigated. He regularly 

monitored the performance of these capabilities and adjusted 

configurations as needed to ensure optimal performance. For 

example, if a Virtual Agent is not handling specific queries correctly, 

make adjustments to its scripts or enhance its knowledge base.

•	 Focus on User Adoption and Engagement: For these capabilities 

to be truly effective, users need to adopt them. To drive user 

adoption, educate end users and IT staff on these capabilities. So, 

Michael ran a mini-internal marketing campaign that he happily 

titled as Lunch-and-Learn the Virtual Agent, worked on designing 

quick video demos embedded on the company’s intranet and ran a 

competition to propose a name for their Virtual Agent. These were 

some simple actions taken by him to make people more aware of the 

latest implementations. He also gathered feedback every two weeks 

and shared the best ideas with the team to make them feel heard and 

valued. The IT managers must understand that if your team feels 

ownership, they’ll become your best promoters. As an IT manager, 

you must also celebrate early successes and tangible benefits of AI 

implementations with the wider teams. Real-world examples of how 

these capabilities are solving problems can encourage more users to 

engage with the technology.

The idea behind is simple. Scaling smartly takes precedence over scaling quickly. 

Do not consider it as a race that you are running. It is a journey, one that you, as an 

IT manager, would be leading. Your goal isn’t just to throw more tools into the IT 

infrastructure of your organization. It is to deploy the transformation. Tomorrow, if 

your teams feel a difference in the way they work, it must be attributed to the digital 

transformation that you lead. Start with clarity and scale with intention. And always, 

always bring your people along for the ride.

By focusing on these aspects, IT managers can ensure that their AI implementation 

is sustainable, adaptable, and capable of supporting the organization’s long-term 

ITSM goals.
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6.4. � Continuous Improvement and Refinement- 
The Real Work Begins After Launch

We have already discussed the strategies for maximizing ROI from this ServiceNow 

implementation; achieving ROI from these capabilities isn’t a one-time event but 

requires ongoing refinement. Once the initial implementation is completed, the 

focus should shift toward continuously improving the AI-powered processes to drive 

further value.

Let us imagine this for a second. You have been a very successful IT manager as your 

implementation went well, the teams have been trained, and the leadership is happy. 

So now what’s next in your list? You might think, now what, my work here is done. Well, 

definitely not. The truth that most vendors do not tell you is that working on these 

capabilities is a process, not a project. You must put in continuous effort to make these 

capabilities work better for everyone.

And that’s where your role as an IT manager turns from just a project leader to 

a transformation steward and innovation leader. Michael learned this firsthand. Six 

months post the implementation, the dashboards still looked great. But when he 

reviewed the Virtual Agent feedback with Kelly, she flagged a common complaint that 

the Virtual Agent is quick, certainly, but it’s not always accurate. As a result, she has seen 

users bypassing it and transferring their chat to a live agent.

So, what we learnt here is that ROI cannot be something that you measure once 

and let go. It can certainly increase or decrease as your platform, or your capabilities 

grow. The key to ensuring that your AI investments continue to provide value over 

time is through continuous improvement. AI capabilities, especially those based on 

machine learning and NLP, need to evolve as business requirements change and as users 

interact with them more. Unlike previous projects, AI project managers need to plan for 

monitoring the behavior and usage of the algorithm to confirm adoption and accuracy in 

the response. Some models may need to be trained on a regular basis to keep up-to-date 

with answers depending on the context.

Here’s how.

•	 Leverage Analytics and Insights: Use your dashboard as a feedback 

gold mine. ServiceNow offers robust reporting and analytics 

dashboards to monitor the performance of these capabilities. By 

utilizing these, you can gather insights on how well these capabilities 

are performing and where there’s room for improvement. For 
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instance, Michael sat with the product owner and analyzed the 

conversational analytics dashboard to identify areas where the 

customers frequently need human assistance and guided updates to 

make the Virtual Agent smarter and more capable.

•	 Experiment and Innovate: The AI capabilities are constantly 

evolving, and new features are regularly rolled out by ServiceNow. By 

staying up-to-date with these innovations, you can experiment with 

new features to enhance your AI-powered processes. ServiceNow 

keeps adding features. Make sure to read release notes or testing 

what’s new so that you do not leave ROI on the table. For example, 

Michael initially deployed Virtual Agent for simple tasks such as 

password resets and ticket routing; he then experimented later with 

NLP-based AI capabilities to handle more complex interactions to 

drive further improvements in service delivery and management.

•	 Build Feedback Loops: Establishing a feedback loop from end users, 

IT staff, and the customers is essential for identifying areas where 

these capabilities could be improved. These feedback loops should 

be a part of the continuous monitoring process to understand pain 

points and areas where these capabilities may not be performing as 

expected. For instance, Kelly encouraged users to rate every chatbot 

interaction. Her team reviewed feedback weekly and submitted quick 

wins for improvement.

•	 Drive Cultural Change: When people feel the ownership, they stop 

resisting change, and start driving it instead. Michael knew that 

tools don’t change cultures, but leaders do. For long-term success, 

organizations need to drive a cultural shift where these capabilities 

are seen as an enabler rather than a replacement. So, Michael 

partnered with every team to celebrate every win, recognize every 

improvement, and hear every piece of feedback. Encouraging this 

mindset helps foster adoption and a culture of innovation. Leaders 

can promote this cultural shift by emphasizing the benefits, such as 

reducing mundane tasks and allowing employees to focus on more 

value-driven activities.
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Continuous improvement is a key part of any implementation. By iterating on 

these models based on KPI feedback, organizations can ensure that their investment is 

continually improving and driving better results over time.

6.5. � Real-World Case Studies: Maximizing ROI 
with ServiceNow AI

Michael had done his homework. He had piloted the implementation and rallied his 

team. But before presenting his next phase of the roadmap to leadership, he wanted one 

more thing: a proof that they weren’t alone.

He looked for organizations who had been where he was and came out with strong 

results. To further demonstrate the potential for ROI, let us look at some of the real- 

world examples of organizations that successfully implemented these capabilities within 

ServiceNow and achieved significant business benefits.

6.5.1. � Case Study 1: Predictive Intelligence in IT 
Help Desk

A large financial services organization struggled with high ticket volumes and slow 

resolution times. They decided to implement ServiceNow’s Predictive Intelligence to 

automatically classify and route incidents based on historical data. This resulted in the 

following:

•	 50% Reduction in Ticket Classification Time: By automating the 

categorization and routing of tickets, agents could now focus on 

higher-priority tasks.

•	 30% Improvement in First-Time Resolution: Predictive Intelligence 

routed incidents to the right teams faster, increasing the overall 

resolution efficiency.

•	 ROI Within Six Months: The organization saw a return on their 

investment within six months due to reduced operational costs and 

improved service levels.
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6.5.2. � Case Study 2: Virtual Agents for Service Requests
An IT services company started to use ServiceNow’s Virtual Agent to handle common 

employee service requests, such as password resets and access requests. The 

results were

•	 80% Automation Rate for Service Requests: Virtual Agent 

automated responses for routine requests, allowing agents to focus 

on more complex issues.

•	 Improved Employee Satisfaction: The average response time for 

service requests dropped significantly, improving the employee 

experience.

•	 Significant Cost Savings: By automating common tasks, the 

company saved on labor costs, contributing to an overall 

positive ROI.

 Tip for IT Managers  You can find ServiceNow Customer Success Stories at 
https://www.servicenow.com/customers.html.

I have also added this link at the end of the book under the section “ServiceNow 
Resources for Self-Learning.”

6.6. � Overcoming Common Challenges 
to Maximize ROI

While the potential benefits of these capabilities are clear, there are several challenges 

organizations may face in maximizing ROI. Here’s how to address them:

•	 Resistance to Change: This can be overcome by engaging users early 

and demonstrating the tangible benefits of these capabilities through 

pilot programs and success stories.
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•	 Data Quality Issues: Ensure that the data is clean and accurate 

before implementing these features like Predictive Intelligence, as 

inaccurate data will lead to poor predictions.

•	 Integration Complexity: Make sure that ServiceNow’s AI capabilities 

are fully integrated with your existing ITSM tools to avoid disruptions. 

Use ServiceNow’s out-of-the-box integrations to streamline the 

process.

6.7. � Best Practices for Ensuring ROI in ServiceNow 
AI Implementations

Every IT manager hits this moment where they know that they are doing a lot and things 

are a success, but are they doing it right? The implementation isn’t just about getting 

these capabilities to work. It is also about making sure it delivers value consistently, 

efficiently, and strategically.

As an IT manager, consider the following best practices to maximize ROI from your 

ServiceNow implementation project:

•	 Set Clear Goals and Expectations: Define clear, measurable goals 

for your initiatives. Michael learnt this the hard way. During the pilot 

phase of his implementation, he suggested the team to use Predictive 

Intelligence to improve incident management. Some focused on 

volume, others on categorization. The result was that nobody knew 

what to measure. So, he phrased it as use Predictive Intelligence to 

reduce the ticket triage time by 10% in the next 60 days. The goal 

now became clear and measurable. Similarly, the IT managers must 

ensure that these goals align with your business objectives and set 

expectations with stakeholders from the beginning.

•	 Involve Stakeholders Early: Involve key stakeholders in the 

planning and execution of AI implementations. Michael ensured that 

he looped in all his key stakeholders from day 1. So, he introduced 

Kelly for the frontline support, Tobby to flag any risks associated to 

the change management, David for information on licensing and 

subscriptions, and the end user, of course, to test pilot cases and 
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provide feedback to optimize use cases, and Michael himself was 

accountable in ensuring that this implementation delivers value. This 

buy-in lead to a strong stakeholder partnership and Michael could 

built champions instead of just a core team.

•	 Start Small and Scale Gradually: It is understandable for IT 

managers to be tempted to do it all at once. So was Michael too. But 

rather than implementing these capabilities at full scale from the 

beginning, start with smaller, pilot projects to test AI’s effectiveness. 

Once initial successes are achieved, scale these projects gradually. 

For instance, Michael first piloted it in one region for password resets, 

worked on the feedback, fine-tuned the solution, and then rolled it 

our across the enterprise.

•	 Regularly Evaluate and Optimize: AI capabilities evolve rapidly. 

Continuously evaluate the effectiveness of your AI tools and optimize 

them based on performance metrics and user feedback. Michael 

blocked time with his team every month to review what is going well 

and what needs improvement. As an IT manager, you can make use 

of ServiceNow dashboards or use conversational analytics to track 

key KPIs and evaluate Virtual Agent feedback respectively.

•	 Ensure Effective Change Management: As an IT manager, always 

remember that the people are always going to be harder than the 

implemented capability. As implementations can cause changes in 

the way teams and users work, a solid change management strategy 

will ensure smooth adoption and maximize the value of your AI tools.

6.8. � Key Takeaways for Maximizing ROI 
with ServiceNow AI

We have discussed this in detail above; below is a quick summary for IT managers to 

achieve the best possible ROI from your ServiceNow AI implementation:

•	 Streamline for Efficiency: Automate routine and repetitive tasks to 

free up resources, enabling your team to concentrate on higher-value 

initiatives.
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•	 Continuous Training and Improvement: These models perform 

best with ongoing refinement. Regularly update and optimize your 

models to keep them accurate and effective.

•	 Drive User Adoption: The success of AI relies heavily on user 

engagement. Prioritize comprehensive training, establish feedback 

mechanisms, and maintain clear communication to encourage 

widespread adoption of AI tools.

•	 Evaluate and Refine: Leverage KPIs to monitor ROI and measure 

the effectiveness of your AI initiatives. Use these insights to adjust 

strategies and maximize the impact of your investment.

 Tip for IT Managers L everage the feedback of your IT support team and end 
users to continuously refine your AI deployment. Their insights can help you identify 
bottlenecks and areas for improvement, ensuring long-term success and ROI.

6.9. � Value Traps in ServiceNow Implementations
In the fast-evolving world of IT Service Management, organizations are increasingly 

looking toward AI-driven solutions to optimize their processes and improve service 

delivery. ServiceNow offers a suite of AI capabilities, such as Predictive Intelligence, 

Natural Language Processing, Virtual Agent, Now Assist, and Generative AI. However, 

like with any advanced technology, there are inherent risks of falling into value traps, 

which prevents organizations from unlocking the full benefits of their investment into 

the ServiceNow platform.

Michael stood in front of the whiteboard during the quarterly IT review and drew two 

columns.

Left Side: The implementation is a success-faster triage, happier 

users, and reduced cost.

Right Side: The implementation is a fail-missed adoption, confused 

agents, and silent tools.

He circled the right side with a red marker and said:

“We had the tech. But we missed the value. That’s a trap.”
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A “value trap” is basically a scenario where an organization, despite investing in 

these capabilities, fails to achieve the expected benefits. On paper, it reflects as done 

or completed. However, in reality, it is underwhelming. These traps often stem from 

common missteps, such as underestimating the scope of implementation or setting 

unrealistic goals or perhaps neglecting the necessary preparatory steps like data quality 

and process alignment and the result is often marked by misalignment, user frustration, 

wasted budget, and an eventually lost faith in the platform’s capabilities.

Remember that every value trap is a diagnostic, not a defeat. Avoiding these 

value traps is essential for ensuring that your AI implementation adds the intended 

value to the organization. Let us identify and explore the most common value traps 

encountered during ServiceNow AI implementations and provide actionable strategies 

to overcome these.

6.10. � Common Value Traps in ServiceNow  
Implementations

Let’s break down the most frequent pitfalls in AI-driven ITSM projects:

•	 Underestimating the Scope of the Implementation: Implementing 

AI capabilities isn’t simply a plug-and-play solution. It requires a 

careful integration with the existing workflows and processes.

•	 Misaligned Expectations: One of the most frequent value traps 

arises from setting up or the building of unrealistic expectations. 

IT managers may expect these capabilities to replace all human 

intervention immediately, or they may believe that it will provide 

perfect results from day 1. These capabilities need time to learn, 

adapt, and improve based on ongoing data and user interactions.

•	 Lack of Proper Change Management: Assuming people will adopt 

the new capabilities just because they’re available is one of the worst 

assumptions that you could make as IT manager. Half of Michael’s 

team was still manually triaging tickets, even though Predictive 

Intelligence was enabled. Adoption is earned, not assumed. Any 

successful implementation requires significant changes to existing 

workflows, roles, and responsibilities. You must demo the benefit to 
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the team, not just explain the feature. And a lack of proper change 

management process, such as clear communication, training, 

and support, would lead to resistance from users resulting in low 

adoption rates.

•	 Neglecting Data Quality: AI capabilities across any platform or 

organization rely heavily on high-quality data to generate accurate 

results. Without well-maintained, clean, and structured data, the 

performance of these models can suffer. Issues like inaccurate or 

incomplete data can lead to incorrect results and ultimately poor 

user experience. Before launching, run a data hygiene sprint to clean 

your categories, standardize labels, remove outdated knowledge 

articles, and audit resolution notes.

•	 Focusing Too Much on Technology, Not Business Needs: It’s 

obvious to get excited about how much these AI-driven capabilities 

have to offer. However, without a clear business case and alignment 

with business goals, these projects can become solutions in search 

of problems. It’s critical to ensure that a specific capability is 

implemented to address specific, measurable business challenges, 

such as reducing incident resolution times or improving user 

satisfaction. If you have enabled something that is not being used, it 

means that the enabled feature or capability has no business impact. 

An IT manager must always try to start off requirements using this 

simple sentence:

	 We’re using [Capability] to improve [KPI] for [Audience] in 

[Timeframe].

•	 Focusing Solely on Cost Reduction: While these capabilities can 

help reduce operational costs, focusing only on this aspect can blind 

organizations to the more strategic benefits of these capabilities, such 

as improving service quality, increasing user satisfaction, and driving 

innovation. Use feedback loops to understand the value created by 

your implementation.
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6.11. � Strategies for Avoiding Value Traps
Michael’s whiteboard was getting crowded. Post every sprint, review, and retrospective, 

one thing kept showing up:

“If we’d just paused before the rollout and asked the right questions, we 
would’ve avoided that issue entirely.”

To ensure that your ServiceNow AI implementation avoids value traps, you must take 

a proactive approach preparing you for overall success. That’s when he created his Value 

Trap Defense Playbook for avoiding the missteps that quietly erode the ROI in his latest 

implementation. Some of the strategies have been listed below:

•	 Set SMART Goals: Without a key goal to accomplish, the 

implementation is just a POC. The first step toward any 

implementation project is to define specific and measurable 

objectives. As an IT manager, the first thing that you must do is ask 

yourself, “What does this solve?” This could include improving 

first-call resolution rates, reducing incident backlogs, or enhancing 

self-service portal engagement. By setting clear KPIs, you create a 

roadmap that helps you evaluate the success of your AI initiative. 

For instance, instead of saying that we implemented Predictive 

Intelligence, you can mention that we reduced average resolution 

time by 31% in three months using Predictive Intelligence. The intent 

here is simple. If you can’t measure it, then you cannot manage it.

•	 Invest in Data Quality: These models are only as good as the data 

they are trained on. Therefore, it’s crucial to invest time in ensuring 

that your data is clean and well-structured before feeding it into 

these models. Michael faced the issue where the tickets created for 

his network team were still getting routed to the applications team. 

The culprit though is old category information, but this can lead to a 

loss of faith in the platform’s capabilities. So always ensure that data 

sanity is validated prior to every implementation or rollout.

•	 Engage Stakeholders Early: Engaging stakeholders early in the 

implementation process is prime. By getting their input on these 

capabilities and aligning the technology with business needs, 

understanding associated financials, you ensure that the solution is 
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used effectively across the organization. For instance, Kelly helped 

Michael with the realities of the service desk and Tobby helped 

Michael with identifying the risks associated with this upcoming 

change. So, a regular communication with stakeholders also helps to 

identify potential roadblocks before they become larger issues.

•	 Implement a Phased Approach: Always remember to crawl before 

you sprint. The adoption of these capabilities should be incremental. 

Start by identifying a specific use case where AI can add the most 

value, such as automating a repetitive task, and test it before scaling. 

This phased approach allows you to address challenges early and 

ensures a smoother adoption as you scale across other areas of ITSM.

•	 Monitor and Adapt: Michael had set up monthly sync ups with 

his team to analyze what is going well and which areas need 

improvement and have metrics improved over time and how do 

trends look like since the last sync up. This continuous analysis of the 

metrics and feedback is essential for a successful AI implementation. 

This allows you to refine and improve the system over time, ensuring 

that it aligns with evolving business needs.

If you plan the implementation like a system, it will not fail like a surprise. Avoiding 

value traps just needs clarity, well-defined intent, leadership, and a refusal to go all in at 

once. Your implemented capabilities can stick, scale, and shine only when you build the 

foundation right.

6.12. � Summary
While ServiceNow’s AI capabilities hold immense promise, it is important to be aware 

of potential value traps and common pitfalls that can derail the benefits of AI if not 

carefully managed.

Maximizing ROI from ServiceNow capabilities goes beyond just implementing it. 

The chapter defines ROI not just in financial terms but also in operational and strategic 

outcomes, including user satisfaction, automation efficiency, and decision- 

making improvements. It requires a more strategic approach that delivers real business 

value and avoids common pitfalls. By aligning these projects with business goals 
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and continuously improving these AI capabilities and ensuring long-term value, 

organizations can fully leverage ServiceNow’s AI potential. These capabilities can 

transform IT service management completely by automating tasks, enhancing  

decision-making, and improving user experiences.

To achieve the best ROI, it depends on the IT managers to plan carefully, execute 

well, and continuously optimize. Tracking KPIs, avoiding value traps, and ensuring 

scalability are key to maintaining lasting value. Maximizing ROI is a journey that 

requires strong leadership, clear goals, and ongoing improvement. By embracing 

these capabilities as a tool for transformation, IT managers can create more efficient, 

customer-focused IT service management, driving long-term success.

In the next chapter, we will discuss the future trends in AI and ITSM, how IT 

managers can prepare organizations for these advancements, and the role that emerging 

technologies like Agentic AI and ServiceNow’s LLM will play in shaping the future of ITSM.

6.12.1. � What Did We Learn

•	 ROI in ServiceNow AI is multidimensional, involving financial, 

operational, and strategic benefits.

•	 Tangible benefits include cost savings, faster resolution times, and 

resource optimization.

•	 Intangible benefits include improved user satisfaction, future 

readiness, and strategic scalability.

•	 Key KPIs such as first contact resolution, CSAT, AI adoption rate, and 

incident volume reduction help assess ROI.

•	 Tools like Performance Analytics and Predictive Intelligence assist in 

real-time ROI tracking.

•	 Start small with high-impact use cases, then scale gradually to avoid 

value traps.

•	 Maintain clean data, set clear goals, engage stakeholders early, and 

manage change effectively.

•	 Continuous training, feedback loops, and regular performance 

reviews are essential for long-term success.
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•	 Value traps like misaligned goals, poor data quality, and underestimating 

scope can be avoided with thoughtful planning and governance.

TEST YOUR KNOWLEDGE

	1.	 What is the primary reason to begin your AI rollout with  
“low-hanging fruit”?

	A .	I t requires no stakeholder involvement.

	B .	I t proves value quickly and builds organizational trust.

	 C.	I t eliminates the need for data quality review.

	D .	I t ensures that the AI operates independently.

	2.	 Which of the following KPIs best reflects end-user satisfaction with  
AI-powered service delivery?

	A .	I ncident reopen rate

	B .	V irtual Agent automation rate

	 C.	N et promoter score (NPS)

	D .	 Mean time to deploy (MTTD)

	3.	 What is the best approach to avoid the “tech-first” value trap?

	A .	 Focus on delivering features as quickly as possible

	B .	L aunch AI across all modules simultaneously

	 C.	A lign AI use cases with measurable business goals

	D .	 Choose AI tools based on peer recommendations

	4.	 Why is continuous model training important in ServiceNow AI 
implementations?

	A .	T o reduce the load on ServiceNow developers

	B .	T o adapt to evolving business and service data
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	 C.	T o meet licensing requirements

	D .	T o improve the system’s graphic user interface

	5.	 When should stakeholders ideally be engaged in your AI project?

	A .	A fter go-live

	B .	 Only when there are escalations

	 C.	B efore the implementation begins

	D .	 Only at the final dashboard review

	6.	 A phased approach to AI implementation reduces risk and enables faster 
feedback.

◻ True ◻ False

	7.	 Clean, structured, and up-to-date data is optional when configuring 
Predictive Intelligence models.

◻ True ◻ False

	8.	 AI in ServiceNow can be set up once and left to run without regular 
monitoring.

◻ True ◻ False

	9.	 Involving change management leaders early in the AI rollout can improve 
team adoption and reduce resistance.

◻ True ◻ False

	10.	 A high Virtual Agent usage rate always guarantees higher employee 
satisfaction.

◻ True ◻ False
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6.12.2. � Bonus Thought
Imagine your organization has implemented ServiceNow AI capabilities, but after 

six months, user adoption remains low, and leadership is questioning ROI. What 

steps would you take to reassess and realign your AI strategy to recover value and 

rebuild trust?

_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer B C C B C True False False True False
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CHAPTER 7

Future Trends in AI 
and ITSM: Preparing 
for Tomorrow’s 
Advancements
As Michael had gained the trust of his leadership and his staff post the first phase of a 

successful implementation of AI capabilities in the ServiceNow, he was now reviewing 

his quarterly strategy deck when a recurring theme caught his attention-automation 

requests were growing, and so were the expectations around AI-driven outcomes.

At the last executive meeting, someone had casually asked, “Are we ready to expand 

into ServiceNow’s suite of AI capabilities yet?”

It wasn’t a formal demand yet. But it signaled a shift. The conversations were no 

longer about automation alone. They were about intelligence, speed, and decisions 

made autonomously. Michael knew the questions would only get sharper. It was time to 

get ahead of them.

The evolution of AI in IT Service Management (ITSM) is accelerating at an 

unprecedented pace. As organizations increasingly rely on automation and intelligence 

to enhance their IT operations, it is critical for IT leaders to stay ahead of the curve. 

This chapter explores the future trends in AI and ITSM, how IT managers can prepare 

organizations for these advancements, and the role that emerging technologies like 

Agentic AI and ServiceNow’s LLM will play in shaping the future of ITSM.

https://doi.org/10.1007/979-8-8688-1706-9_7#DOI
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7.1. � The Future of AI in ITSM
Adoption of AI capabilities in ITSM is no longer theoretical. The ITSM landscape is 

rapidly transforming, with AI-driven automation becoming the backbone of the modern 

IT operations. From anomaly detection to autonomous agents, this adoption is pacing at 

a high rate. A key trend in AI capabilities and IT Service Management is the continuous 

shift from reactive to proactive and predictive approaches, ensuring that businesses can 

address issues before they impact users.

A 2023 McKinsey study notes that early adopters of AI-driven ITSM report

•	 20 - 30% reduction in ticket volume

•	 30 - 50% faster resolution times

•	 10 - 15% improvement in end-user satisfaction

But what is common across all these early adopters? Organizational readiness.

That’s where your role as an IT manager becomes crucial. You are not just managing 

platforms anymore but enabling a shift in how your company experiences and delivers 

technology.

Now, let us break down what is changing and what we need to do about it. The key AI-

driven ITSM trends include the following. Each of these trends is already in motion within 

platforms such as ServiceNow, BMC, and others. But the technology is just one part. The 

true transformation lies in how IT leaders guide their teams through these changes.

•	 Proactive Problem Resolution: AI capabilities will no longer simply 

respond to issues after they occur. They will anticipate problems 

based on data patterns and address them proactively in real time. In a 

case study published by Forrester in 2023, a global logistics company 

reduced incident backlog by 38% by implementing anomaly 

detection using ServiceNow’s Predictive Intelligence module. They 

preempted outages that previously triggered 500+ tickets a week.

	 As an IT manager, your implementation must be focused on 

deploying predictive models on high-volume CI types (network 

devices, ERP systems). You can also leverage integration of log 

analysis tools (e.g., Splunk, Datadog) with your AI layer. Defining 

thresholds for automatic alerting vs. self-healing triggers is also 

an added measure that could be implemented to analyze and 

report later.
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•	 Self-Healing IT Systems: Leveraging Predictive Intelligence and 

other AI capabilities, ITSM systems will autonomously detect an 

issue, identify patterns, and correct problems or initiate remedial 

actions, greatly reducing downtime. A US healthcare provider 

saw a 52% drop in recurring incidents after deploying automated 

remediation playbooks across their virtual machines (ServiceNow 

Impact Guide, 2024).

	 As an IT manager, you must start with low-risk and high-volume 

incidents like agent crashes or print spooler starts and gradually 

implement the capabilities to more business-critical actions.

•	 Enhanced Service Desk Automation: Thanks to the integration with 

Large Language Models (LLMs), Virtual Agents are now evolving fast. 

These capabilities will now understand intent with higher accuracy 

and continue to support streamlining service desk operations, with 

systems capable of handling more complex queries, solving issues, 

and routing tasks without human intervention. In fact, per the 2024 

Q1 ServiceNow Customer Success report, ServiceNow’s Now Assist 

can generate incident summaries using context-aware GenAI, saving 

each agent three to five minutes per ticket.

	 As an IT manager, you are responsible to work with teams to train the 

Virtual Agent using real conversations, run shadow mode pilots, and 

monitor confidence scores before turning on full automation.

As these capabilities evolve, ITSM platforms like ServiceNow are continuously 

integrating more sophisticated AI models to meet these needs, driving greater efficiency, 

accuracy, and cost savings for organizations.

7.2. � Agentic AI: The Future of Autonomous ITSM
Dwight had worked aggressively with Michael to fine-tune automation in his IT 

operations. His service desk workflows were now efficient, his incident routing was 

optimized, and bots handled most routine queries. But as he reviewed a ServiceNow 

roadmap session one afternoon with Michael, something new caught his eye. A proof of 

concept (POC) for the implementation of AI Agents for the IT service desk.
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He knew that this would not be just another upgrade for the organization, but it 

would be a signal that the integration of AI capabilities with IT Service Management 

wasn’t about helping humans do more, but about enabling intelligent systems to do 

more on our behalf. And that subtle shift, from augmentation to autonomy, would 

change everything about how IT service delivery and operations were managed.

Agentic AI represents a significant leap forward in AI-driven automation for 

ITSM. At its core, Agentic AI represents a class of intelligent systems designed to act 

independently and proactively toward achieving a user’s intent. Unlike traditional 

AI, which depends on human input for decision-making or corrections, Agentic AI 

takes full ownership of specific tasks, making decisions and acting independently to 

achieve desired outcomes. This autonomy enables organizations to handle complex 

IT environments with fewer resources and reduced manual effort. Within ServiceNow, 

Agentic AI comes to life through AI Agents. It involves the integration of cutting-edge 

artificial intelligence capabilities designed to provide users with autonomous, proactive, 

and intelligent decision-making tools. It harnesses the power of generative AI, predictive 

analytics, Large Language Models (LLMs), and machine learning to transform IT Service 

Management (ITSM) and streamline other business processes on the platform. These AI 

agents are not static scripts or decision trees. They are adaptive and context-aware and 

are equipped with the ability to reason across data, interact with workflows, and carry 

out complex operations with minimal oversight.

Simply put, Agentic AI amplifies human capabilities by enabling individuals to 

achieve far more than they could alone. Agentic AI shifts the dynamic from merely being 

supported by AI assistants to orchestrating a network of AI agents. Imagine an employee 

significantly boosting their productivity by overseeing AI agents that handle tasks on 

their behalf. This is made possible by ServiceNow’s unique ability to deploy AI agents 

across an entire organization on a unified platform, coupled with these agents’ advanced 

capacity to reason, learn, and act autonomously on behalf of the users.

7.2.1. � Why Agentic AI Should Be Relevant to IT 
Managers Today

For IT managers, this shift is more strategic than technological. Managing IT has always 

involved balancing operational stability with innovation. The introduction of Agentic 

AI raises the bar: can your systems manage themselves when your team is asleep, 

preoccupied, or stretched thin?
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The answer, increasingly, is yes, but only if you’re ready.

Let’s break this down in terms of what this means practically.

Imagine an autonomous agent that doesn’t just categorize an incident based on 

historical tags but evaluates current business priorities, analyzes service dependencies, 

understands the impact radius, and suggests to escalate an issue before any major 

outage occurs. Imagine another one that monitors seasonal load data, forecasts system 

strain, and adjusts compute resources without waiting for a human prompt.

All of this isn’t hypothetical. In fact, ServiceNow’s AI Innovation Report (2024) 

mentioned that enterprise customers piloting AI agents reported measurable 

improvements in SLA compliance and issue resolution time within three months of 

implementation. But more importantly, those that were successful didn’t just plug in 

the capability; they designed the entire environment around it, based on their current 

capacity and capabilities in scope.

7.2.2. � Agentic AI’s Role in ITSM
Agentic AI’s value unfolds through layered capabilities, and for IT leaders, each layer is an 

opportunity to rethink how services are delivered. By automating repetitive and mundane 

tasks, ServiceNow AI Agents can unlock multiple opportunities to simplify work and 

enhance productivity and revolutionize both employee and customer experiences.

Here are three key advantages:

•	 Automating Complex Decision-Making: Agentic AI can handle 

complex workflows, such as prioritizing and routing incidents based 

on business impact, automating resource allocation, and making 

service recommendations. This leads to faster and more contextually 

accurate responses, especially in high-volume environments.

•	 Real-Time, Context-Aware Actions: Unlike earlier automation that 

waited for a trigger, AI agents are proactive. By leveraging data from 

across the organization, Agentic AI can take real-time actions based 

on changing business conditions, such as escalating a high-priority 

incident before it disrupts operations.

•	 Customize AI Agents for Your Needs: You can easily create custom 

AI agents and tailor their skills to meet your specific requirements. 

These agents collaborate with employees to seamlessly manage 

workflows from start to finish.
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•	 Maintain Full Control: AI agents can work alongside your teams 

while maintaining oversight. Robust governance and analytics ensure 

you remain in control every step of the way. An IT support agent 

might receive a contextual summary auto-generated by an AI agent, 

complete with linked documentation, impact analysis, and suggested 

next steps. Not only does this accelerate resolution, but it reduces 

cognitive load, freeing up human agents to focus on exceptions and 

complex cases.

•	 Leverage the Power of the Platform: ServiceNow AI Agents operate 

on a unified platform, architecture, and data model. This enables 

their deployment across the enterprise for a wide range of use 

cases. That means they don’t just interact with ITSM, they operate 

across the enterprise, whether it’s HR, finance, security, or facilities. 

Since these agents run natively on the Now Platform, they integrate 

securely with your data, workflows, and systems.

As organizations implement Agentic AI, the shift toward truly autonomous IT 

operations will redefine traditional ITSM, making it more agile, scalable, and efficient. 

The introduction of Agentic AI elevates the IT function in a myriad of ways. When 

intelligent agents carry out operational tasks, triaging incidents, updating knowledge 

articles, and initiating remediation, the IT team gains time and focus to drive strategic 

initiatives: experience design, innovation acceleration, and cross-departmental 

intelligence.

For IT managers, this means evolving from operations supervisors to AI system 

designers and ethical stewards. As an IT manager, your job is not just limited to keep the 

lights on; it is to architect intelligent, safe, and accountable automation ecosystems.

7.3. � ServiceNow’s Large Language Model (LLM): 
Enhancing ITSM Automation

Michael had been in dozens of vendor meetings where AI was described as 

“transformational.” But most of the tools he tested still required exact keywords, templated 

requests, or rigid inputs to deliver results. If someone typed “My laptop battery drains too 

fast” instead of “Hardware issue - power supply,” the system either stalled, or even worse, it 

routed the issue incorrectly.
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But when ServiceNow launched its native Large Language Model (LLM), something 

changed. They tested it by creating an interaction between the user and the chatbot 

trained on ServiceNow’s LLM. As the user typed, “Not sure what’s going on, but my 

laptop keeps shutting off after an hour or so, is this normal?”

Instead of misclassifying it or passing it to a general queue, the system interpreted 

the natural language input, recognized signs of a hardware fault, checked past incidents 

with similar descriptions, suggested a known fix, and offered to auto-log a ticket, with 

the correct assignment group with the correctly measured urgency.

And then, Michael knew that he was witnessing the beginning of conversational 

intelligence at scale.

7.3.1. � What Is ServiceNow’s LLM and Why Does 
It Matter?

Simply put, a Large Language Model (LLM) is a type of AI trained on vast amounts of 

text to understand, generate, and interact using human-like language. While other AI 

models might classify text or tag intent, LLMs go a step further to understand nuance, 

ambiguity, and context, just like a person would, enabling more intelligent conversations 

between systems, users, and the platform itself.

ServiceNow’s LLM is designed to augment the AI capabilities of the ServiceNow 

platform by providing more natural and accurate language processing. For IT managers, 

this is a game-changer as it reduces dependency on structured forms, minimizes friction 

for end users, and dramatically improves the accuracy of ticket triage and resolution.

ServiceNow’s LLM is a platform-wide enabler for smarter, faster, and more natural 

service delivery. Here’s how it transforms key layers of the ITSM experience:

•	 Enhanced NLP and Conversational Intelligence: Traditional 

service portals often feel like navigating through a rigid menu. 

However, with LLMs in play, the experience becomes more 

conversational. ServiceNow’s LLM enables a better understanding 

of the requests and automates more complex interactions within the 

platform. Whether it is for resolving incidents, providing technical 

support, or managing change requests, the LLM can understand 

natural language inputs, offering smarter, faster responses.
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	 For instance, a user can type, “My VPN drops after 15 minutes” or 

“Can you check what’s wrong with my remote connection?”; in both 

these cases, the LLM interprets the meaning and links it to relevant 

solutions or actions. For service desk agents, this heavily reduces 

guesswork, and for users, it improves the overall experience and 

satisfaction. And for IT managers, it is a step toward eliminating 

triage fatigue to a maximum possible extent.

•	 Contextual Understanding: The LLM can understand context across 

various data points, such as previous incidents logged by the user, 

device configurations and usage patterns, knowledge base articles 

accessed, and known outages or system alerts making it more 

effective at understanding queries related to service operations, 

assets, incidents, and knowledge articles. This leads to more accurate 

recommendations and automated actions.

	 For instance, if an employee asks, “Why can’t I access the HR portal?”, 

the LLM might recognize that there’s an open outage on the HR 

system or the employee recently changed credentials or maybe 

multiple employees in the same department raised similar issues, 

and it responds accordingly by either escalating the issue, informing 

the user, or offering a resolution. This context awareness reduces 

noise, avoids duplicate tickets, and can help prioritize resolution 

based on actual impact.

•	 Multilingual Support: As global enterprises expand, ServiceNow’s 

LLM is already designed to handle multilingual capabilities, ensuring 

that AI-driven automation is accessible across different regions and 

languages.

	 For instance, if your organization is spread across multiple 

continents, ServiceNow’s LLM can drastically improve your IT 

support experience by providing multilingual processing out of the 

box, meaning that employees can describe issues in their native 

language and still receive accurate, timely support. This unlocks 
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a new standard of accessibility, allowing organizations to roll out 

consistent service experiences globally without building localized 

support teams for each region.

When combined with ServiceNow’s broader AI capabilities, like Predictive 

Intelligence or the Virtual Agent, the LLM becomes a critical part of a self-improving 

digital ecosystem. And because it’s built natively on the Now Platform, it integrates with 

incident, problem, change records, CMDB relationships, customer and technology 

workflows, security and compliance policies, etc. This holistic integration is what makes 

it a strategic asset in enterprise service delivery.

For many organizations, the question is no longer whether to adopt LLMs, but how 

quickly they can do so without compromising quality, security, or user experience.

As an IT manager, your role is to bridge that adoption, translating potential into 

performance. Ask yourself:

•	 Are your processes ready to support natural language input?

•	 Is your data rich and clean enough to enable accurate contextual 

recommendations?

•	 Do your agents understand how to train and guide the LLM through 

feedback?

Because while the model is powerful, it is your leadership and design decisions that 

determine how much value it delivers.

7.4. � ServiceNow’s Strategic Collaborations: 
Powering the Future of AI-Driven ITSM

Michael had always believed that building the right ITSM system wasn’t just about 

choosing the right platform, but about betting on the right ecosystem.

This is not a hidden fact that ServiceNow has been sitting at the forefront of 

advancements in AI capabilities, leveraging partnerships and collaborations to further 

enhance its platform. These collaborations are designed to improve these capabilities, 

particularly in predictive analytics, conversational AI, and automation.

So, when ServiceNow announced new collaborations with leaders like Google Cloud, 

Nvidia, and IBM, he didn’t see it as a marketing splash. He considered it as a signal that 

the platform his organization was invested in wasn’t just keeping up; it was accelerating, 
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backed by some of the most powerful AI engines in the world. These weren’t just technical 

integrations. They were deliberate moves to fuse deep AI expertise with real-world service 

delivery, giving IT leaders like Michael tools that could scale, adapt, and learn.

Let’s take a closer look at what these collaborations mean for the enterprise 

and what you, as an IT manager, should know to take full advantage. Some notable 

collaborations include

•	 AI and Machine Learning Partnerships: ServiceNow has partnered 

with leading AI vendors like Google Cloud, Nvidia, and IBM to 

integrate more advanced machine learning models into the platform. 

These collaborations aimed to improve predictive intelligence 

capabilities, driving smarter ITSM solutions.

•	 Generative AI for Service Operations: ServiceNow is exploring 

the use of Generative AI to automatically create IT service 

documentation, knowledge articles, and even text to code for ITSM 

workflows. This reduces manual intervention and ensures that 

documentation is up-to-date and comprehensive.

•	 NLP Advancements: By partnering with NLP specialists, ServiceNow 

has improved on its ability to understand complex language patterns, 

context-specific nuances, and multiturn conversations, which 

significantly enhances the virtual agent’s capabilities.

These collaborations are ServiceNow’s strategic response to the complexity of 

AI adoption, and they’re shaping the next generation of capabilities available to IT 

organizations globally. Presently, ServiceNow has so many partnerships in play that it 

would be difficult to list them all here, but remember that these collaborations position 

ServiceNow as a leader in the ITSM space, providing customers with solutions that 

continuously evolve and improve.

As an IT manager, your time is spent solving problems, optimizing processes, and 

managing stakeholder expectations. But your value is increasingly tied to how well you 

prepare your organization for what’s next. These collaborations aren’t just cool add- 

ons but foundational investments that shape the platform you rely on. What this means 

in real terms is that you don’t need to build AI expertise from scratch. ServiceNow is 

building the intelligence into the platform. Your job is to activate it intelligently, such 

that it effectively falls in line with your organizational goals.
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7.5. � Preparing for the Future of AI Capabilities  
in ITSM

Michael knew that he would soon be invited by the CIO to continue planning for the 

next quarter and he knew that he would need to address questions such as “How are 

we preparing for Agentic AI in our service model? Can our support teams work alongside 

large language models? What’s our 12-month roadmap for AI maturity?”

Michael knew that these wouldn’t be just technical questions to be addressed. He 

would need to look at these as strategic queries that signal a shift from IT as a service 

provider to IT as a business partner.

And like every smart IT manager reading this book, Michael knew that the tools may 

be available on your platform and the APIs might already be integrated. But unless your 

people, processes, and mindset are aligned, you risk falling into the most common trap 

of all, adopting AI without capturing value. Preparing for the future isn’t about chasing 

every innovation. It’s about becoming an intelligent organization that knows how to 

evolve, one iteration at a time.

As the AI landscape in ITSM continues to evolve, organizations must prepare for the 

future by embracing new technologies, and IT managers should

•	 Invest in AI Training: Build fluency across the teams. Ensure that 

IT teams are well-versed in these capabilities and techniques to fully 

leverage their potential.

	 Before further implementing any new AI capability, Michael focused 

on awareness. What did his team understand about Agentic AI? 

Could they explain how a Large Language Model made decisions? 

He hosted internal learning sessions, brought in AI champions from 

the ServiceNow community, and even ran a live simulation where the 

team compared decisions made by humans and AI agents. The intent 

was to give his team the vocabulary and confidence to collaborate 

with the extended capabilities, not just use them.

•	 Rethink the Role of Process: Next, he looked inward. Were his 

ITSM processes designed for human execution, or could they flex for 

automation? He found that many approvals, escalations, and SLAs 

were built around manual gates. These were important, yes, but also 

limiting. To prepare for autonomy, Michael worked with his process 
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architects to identify AI-friendly workflows, basically the use cases 

where decisions could be safely delegated to the AI agents, given the 

right guardrails. Over time, he restructured processes into modular, 

auditable stages, creating scaffolding for future automation without 

sacrificing control.

•	 Adopt a Strategic Approach to AI Integration: It’s easy to get 

distracted by flashy demos or quick wins. As an IT manager, you need 

to plan for the seamless integration of AI capabilities into existing 

ITSM workflows to avoid disruptions and maximize ROI. Michael 

knew that real transformation meant treating this implementation 

not as a project, but as a strategic program. He aligned these AI 

initiatives with core KPIs, cost per ticket, agent satisfaction, SLA 

compliance, and tied pilot outcomes to broader business goals 

like customer experience and operational agility. This gave him 

credibility with the executive team and ensured that every AI 

initiative had a measurable business case.

•	 Foster a Culture of Innovation: Encourage experimentation 

and innovation to explore new use cases and stay ahead of 

emerging trends in ITSM. Finally, Michael created space for 

experimentation. Not everything had to be perfect on day 1. What 

mattered was momentum. He encouraged his team to propose 

small enhancements like auto-summarizing tickets, automating 

change logs, enriching knowledge articles with GenAI, and rewarded 

experimentation. Innovation became part of the culture, not 

just a KPI.

By preparing now, organizations can reap the benefits of AI-driven ITSM solutions in 

the future, positioning themselves as leaders in digital transformation. As an IT manager, 

you’re no longer just managing service queues and platform uptime. You’re managing 

transformation, the kind powered by intelligence, shaped by strategy, and driven by 

people. AI is not a thing you turn on. It’s a capability you grow into.

And that means preparing now,

By educating your teams,

By modernizing your workflows,
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By creating governance that invites innovation rather than 

restricting it,

And by becoming the kind of leader who can translate complexity 

into clarity.

If there’s one truth that defines successful AI adoption, it’s that organizations don’t 

fail because the AI capabilities didn’t work. They fail because they weren’t ready to 

work with these capabilities. The steps you take today, no matter how small, build the 

foundation for everything that comes next, and you just need to be ready for it.

7.6. � Summary
As Michael reviewed his team’s pilot results from the past quarter, something had 

shifted. What began as curiosity around AI had evolved into a roadmap, full of structured 

pilots, measurable outcomes, and conversations that reached far beyond the IT 

department.
And that’s the journey you’ve been on too.

This chapter provides an in-depth look at how AI is shaping the future of ITSM, with 

a particular focus on Agentic AI and ServiceNow’s LLM. We also explored the exciting 

advancements through collaborations and innovations that will continue to drive 

efficiency and productivity in the IT landscape. But tools alone don’t build great systems. 

People do. Process does. Leadership does. And that’s where your role as an IT manager 

becomes irreplaceable.

In the next chapter, we will focus on the governance and management of AI 

capabilities in ServiceNow, discussing the key strategies and best practices for 

effectively governing these deployments in ITSM, ensuring ethical AI usage, to maintain 

compliance, security, and performance.

7.6.1. � What Did We Learn

•	 Agentic AI is not just support-it’s intelligent execution. It moves from 

assistance to autonomous action, giving IT operations the ability to 

self-diagnose, self-remediate, and optimize in real time.
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•	 ServiceNow’s LLM unlocks conversational automation at scale. 

It allows users to interact naturally with IT systems and enables 

context-aware, multilingual support that learns and improves 

continuously.

•	 Strategic partnerships with Google Cloud, Nvidia, IBM, and NLP 

innovators have turned ServiceNow from a platform into an AI 

ecosystem, infused with the best thinking in predictive analytics, 

generative AI, and responsible automation.

•	 Preparation is everything. Successful AI adoption isn’t just 

technical-it’s cultural, strategic, and human. From training teams to 

restructuring workflows, readiness is the differentiator between hype 

and real transformation.

•	 The IT manager’s role is evolving. You’re now a translator of 

intelligence, a steward of governance, and a leader of ethical AI- 

driven change.

TEST YOUR KNOWLEDGE

	1.	 Agentic AI requires constant human instruction to perform its tasks 
effectively.

◻ True ◻ False

	2.	 Which of the following best describes the role of ServiceNow’s Large 
Language Model (LLM)?

	A .	A  static script engine for automating approvals

	 B.	A  visual workflow designer for process engineers

	 C.	A n AI model designed to understand and generate human-like text

	D .	A  language translation tool for international users

	3.	 Agentic AI is capable of taking independent action to resolve IT incidents, 
within defined governance constraints.

◻ True ◻ False
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	4.	 Which ServiceNow collaboration enhances its Predictive Intelligence 
capabilities using enterprise-scale machine learning infrastructure?

	A .	I BM Watson

	 B.	O penAI

	 C.	N vidia

	D .	G oogle Cloud

	5.	 Which of the following is NOT a benefit of ServiceNow’s partnership 
with Nvidia?

	A .	A uto-generation of documentation

	 B.	H igh-speed graphics rendering

	 C.	T ext-to-code for workflow creation

	D .	G enerative knowledge article drafting

	6.	 ServiceNow’s LLM can support multiturn conversations and infer meaning 
from previous user interactions.

◻ True ◻ False

	7.	 Ravi, the IT manager persona, views AI adoption as

	A .	A  technical-only initiative

	 B.	A  short-term experiment

	 C.	A  strategic transformation requiring governance and team readiness

	D .	A  hands-off automation project best left to developers

	8.	 Which of the following is a key risk if an organization adopts AI in ITSM 
without adequate preparation?

	A .	E xcessive documentation

	 B.	H igher hardware costs

	 C.	I nconsistent user experiences and broken processes

	D .	 Manual approval bottlenecks
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	9.	 The AI readiness maturity ladder helps organizations evaluate their 
technical architecture only.

◻ True ◻ False

	10.	 Which of these steps is part of building organizational AI readiness?

	A .	 Focusing only on technology integrations

	 B.	E ncouraging experimental mindsets and training teams

	 C.	R estricting AI to avoid any risk

	D .	S kipping governance until full deployment

7.6.2. � Bonus Thought
Imagine one of your AI agents decides that accidentally affects a production 

environment, such as restarting a key application without the proper context. How 

would your team know what the agent did? Would your current processes allow for a fast 

audit and rollback? Reflect on how prepared your organization is-not just to deploy AI, 

but to govern it when things go wrong.
_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer B C True D B True C C False B
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CHAPTER 8

Governance and 
Management of AI in 
ServiceNow
Dwight leaned back in his chair, his eyes scanning the dashboard on the glowing screen 

before her. The virtual agent had flagged an unusual spike in password reset requests 

across multiple regions. A month ago, this anomaly might have gone unnoticed until the 

help desk was overwhelmed. But now, thanks to ServiceNow’s predictive intelligence, it 

surfaced within minutes.

Still, something didn’t sit right.

His CISO had raised concerns last week about unchecked automation and how 

AI-driven decisions were being logged, if at all. His legal advisor had asked whether the 

virtual agent’s behavior could violate upcoming data residency laws. And his own team? 

Half of them couldn’t explain why the AI recommended certain actions, even though it 

got the job done.

Dwight wasn’t alone. Across industries, IT managers and leaders are discovering that 

while ServiceNow’s AI capabilities, from predictive intelligence to generative workflows, 

offer immense power, they also introduce a new layer of responsibility.

Dwight went back to Michael. His question earlier phrased “Can we implement AI 

capabilities for the Service Desk?” had now switched to “How do we govern it responsibly 

post implementation?”

As organizations are increasingly adopting AI-driven solutions like ServiceNow’s 

predictive intelligence, virtual agents, generative AI, and other Now Assist capabilities, 

the importance of effective governance and management becomes paramount. 

AI-driven platforms, while powerful, come with challenges related to compliance, 

transparency, ethics, and ongoing performance monitoring.
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In this chapter, we will explore the best practices for governing AI in ServiceNow, 

ensuring that AI solutions are secure, ethical, compliant, and aligned with business 

objectives.

8.1. � The Need for Governance in ITSM
Let’s return to Tobby, the organizational change manager. Last year, his team launched 

an AI-driven change risk calculator in ServiceNow. It was designed to automatically 

assess proposed IT changes and tag them with a risk score: green for low, amber for 

medium, and red for high-risk changes. This feature worked brilliantly, until a pattern 

emerged. Every change submitted by a junior engineer named Nick was consistently 

flagged as “high risk,” even though his submissions had a spotless history. Curious, 

Tobby dug into the model’s training data. It had been fed past incident reports, many 

of which were poorly labeled or didn’t reflect actual fault. Worse, the data reflected 

old biases from an era when junior engineers were routinely blamed for system issues, 

regardless of context.

The AI wasn’t “wrong.” It was learning from flawed history.

That was Tobby’s wake-up call. AI capabilities, if left ungoverned, doesn’t just 

automate decisions; it can automate bad decisions, at scale.

Governance, in this era of artificial intelligence, is not just a checklist; it’s your 

organization’s immune system. It determines whether your AI capabilities can act as a 

trusted advisor or a rogue operator. Governance refers to the set of policies, standards, 

and frameworks that guide how AI capabilities are deployed and managed within an 

organization. For ITSM platforms like ServiceNow, AI governance ensures that AI-driven 

processes are ethical, transparent, secure, and aligned with the organizational goals.

Key reasons for governance in ITSM include,

•	 Ethical Concerns: Imagine if a Virtual Agent prioritizes VIP users 

for incident resolution while pushing other users to the back of the 

queue, not because someone told it to, but because it inferred this 

from historic ticket resolution times. That is straight up algorithmic 

bias in action. AI capabilities must be designed and operated 

ethically, ensuring that they do not inadvertently reinforce biases or 

make decisions that harm users or the organization.
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•	 Compliance and Security: Let’s imagine that your ServiceNow 

instance integrates with HR data to predict the onboarding needs. 

This indeed seems like a great idea until someone forgets to mask 

PII information, violating GDPR in one fell swoop. A classic example 

of this is a large UK-based insurance firm that was fined £1.5M, in 

2021, after their AI-based customer service chatbot exposed sensitive 

client data via poorly filtered queries. In ServiceNow, Predictive 

Intelligence and Virtual Agent models may access data fields like 

user_email, location, or even work_notes field where sensitive 

information is casually dropped. Governance ensures that this 

access is controlled, encrypted, as well as monitored. Regulatory 

requirements, data privacy laws (like GDPR), and other cybersecurity 

concerns make it crucial to establish governance frameworks for 

platforms utilizing AI capabilities. These frameworks ensure that AI 

solutions are safe, compliant, and secure.

•	 Transparency and Accountability: Dwight, the service desk 

manager, was thrilled when their AI recommendation engine began 

auto-routing tickets. But his joy turned into stress when a high- 

priority client complaint was routed to the wrong team, for the third 

time. When asked why this happened, no one could answer. The 

model logic was buried in a black box. That lack of explainability 

damaged trust, not just in the implemented AI capabilities, but 

also reflected loss of trust in the efforts put by Michael during 

the implementation of these capabilities. Stakeholders need to 

understand how AI capabilities are enabled to make decisions on the 

ServiceNow platform. Governance practices ensure transparency, so 

decisions made by these capabilities are explainable and auditable. 

It is essential that the IT managers are aware of EU’s upcoming AI Act 

classifies ITSM tools using predictive decision-making as “high risk,” 

requiring full explainability and traceability. ServiceNow’s AI models 

already allow partial transparency, but it is to IT leaders to document, 

audit, and maintain governance logs.
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 Tip for IT Managers  If you can’t explain your AI’s decision to a business 
stakeholder, you’ve already lost the room.

8.1.1. � Quick Governance Checklist for IT Managers
Before you roll out your next AI capability on ServiceNow, ask yourself:

•	 Have we defined ethical boundaries for our use?

•	 Do we have clear ownership over the performance of our model?

•	 Can we explain every decision made by the AI capabilities on a 

service ticket?

•	 Are we compliant with GDPR, HIPAA, and internal security policies?

•	 Have we implemented regular audits for bias and data drift?

If even one answer is “no,” it’s time to revisit your AI governance strategy. AI 

governance isn’t just a control mechanism. Consider it as your North Star that ensures 

that your ITSM systems serve everyone fairly, safely, and transparently.

 Tip for IT Managers  ServiceNow has now also introduced the AI Control 
Tower for its support users with AI governance.

8.2. � Core Components of AI Governance 
in ServiceNow

Dwight had just wrapped up his quarterly leadership review when Angela, his 

Governance and Risk Officer, walked into his office and said, “We need to talk about all of 

the implemented AI capabilities.” Dwight called in Michael and the three of them had a 

candid, eye-opening conversation, one that every IT leader needs to have before trusting 

AI with business-critical operations.
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To manage AI capabilities effectively, organizations must focus on key governance 

components that ensure that these solutions deliver value without compromising 

security, privacy, or compliance. Here are the key components of AI governance that 

they discussed:

•	 Data Management and Privacy: AI runs on data, and we know 

that data is a double-edged sword. Use it right, and AI becomes a 

precision instrument. Use it wrong, and it becomes a liability. In fact, 

according to Gartner, 75% of AI failures through 2027 will result from 

poor data quality and privacy blind spots and not faulty algorithms. 

On a similar note, Angela pointed out that Dwight’s team was using 

open ticket notes for training predictive models. “What if those notes 

contain sensitive information? Names, IDs, personal complaints? 

GDPR doesn’t care if it was ‘just for internal use’.” AI capabilities 

in ServiceNow are heavily reliant on data, so organizations must 

establish clear guidelines for data usage, privacy, and data retention 

policies. These models should be trained using secure, anonymized 

datasets, and organizations must comply with data privacy 

regulations like GDPR and CCPA. With data classification and  

field-level encryption, ServiceNow helps administrators define what 

kind of data can be accessed by models and anonymize or restrict it 

accordingly.

•	 Model Transparency and Explainability: “How does it decide?” 

Angela asked. Transparency in AI isn’t just about logs; it’s about 

confidence. Dwight’s leadership wanted to know why the model 

approved a specific change request or why a ticket was routed to 

a junior agent. ServiceNow offers real-time dashboards, which 

allow administrators to review and interpret AI models’ behavior 

and ensure that they are aligned with business objectives. With 

the Predictive Intelligence Workbench and AI Model Statistics, 

ServiceNow gives real-time visibility into how decisions are made, 

what fields influenced outcomes, and how confident the model 

was. For these systems to be trusted, they must be transparent. This 

means understanding how AI capabilities make decisions.
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•	 Bias Detection and Mitigation: Last month, Angela ran a bias audit 

on the incident prioritization model. It turns out issues tagged from 

certain departments were deprioritized simply because, historically, 

their tickets had lower urgency ratings. But this wasn’t because the 

issues weren’t serious; it was because those teams underreported 

impact. Uncovering that bias helped Dwight’s team retrain the 

model and bring equity to resolution cycles. If you remember, there 

is an old case study on how in 2018, Amazon secretly scrapped its 

AI recruitment tool after discovering it favored male candidates 

for engineering roles. Why? Because it had trained on ten years of 

hiring data from a male-dominated industry. The AI capabilities can 

unintentionally perpetuate bias present in training data. Governance 

frameworks should include methods for detecting and mitigating 

bias in AI models to ensure fair and equitable decision-making.

•	 Performance Monitoring and Auditing: AI is not a set and forget 

implementation. It learns, changes, and drifts. Dwight learned this 

the hard way when his Virtual Agent’s resolution accuracy dropped 

from 87% to 63% in three weeks. Why? Because a major KB update 

removed critical solution articles. But no one told the AI. The 

concept of “model drift” in AI is real. Even cosmetic changes in user 

behavior, ticket volume, or new service offerings can degrade model 

performance over time. These models need to be continuously 

monitored for performance which involves tracking KPIs for these 

models, ensuring that AI processes align with organizational 

objectives, and auditing decisions to confirm that AI models remain 

effective.

•	 Compliance with Industry Regulations: During an internal audit, 

Angela noticed that one of the change risk models didn’t log any 

decisions in a traceable format. This could become a problem if 

a compliance officer from FINRA or a GDPR investigator came 

knocking. ServiceNow’s AI capabilities offer built-in features to 

assist in maintaining compliance, including automatic updates and 

audit trails. Use model performance dashboards, feedback loops, 

and scheduled retraining to keep models accurate and aligned. 

Governance frameworks should ensure that AI implementations 

Chapter 8  Governance and Management of AI in ServiceNow



181

comply with relevant regulatory requirements. Under the EU AI 

Act, any “high-risk” AI system must be explainable, governed, and 

auditable by design.

 Tip for IT Managers  ServiceNow’s enterprise-ready AI features are already 
aligned with many of these guidelines, but governance still depends on you. 
Remember that if it’s not documented, it never happened, and in AI 
implementations, undocumented decisions can become legal nightmares.

So, by the end of the week, Dwight and Michael had established a lightweight but 

powerful governance playbook that included

•	 Data privacy rules and anonymization policies

•	 Weekly dashboard reviews for model drift

•	 A bias check every quarter

•	 AI decision logs tied into audit workflows

•	 Business owners assigned to every active model

They didn’t just implement a smart AI capability; they implemented a safer one too.

8.3. � Ethical AI Deployment in ServiceNow
Months ago, Dwight’s team deployed a predictive model in ServiceNow to auto-prioritize 

tickets based on urgency and historical resolution times. But within weeks, several 

tickets submitted by the accessibility team were consistently deprioritized, not because 

they weren’t important, but because the system had learned from historical neglect. That 

moment sparked an uncomfortable realization around them automating legacy bias 

unintentionally.

And that is the crux of any ethical AI deployment.

Just because we can automate it, doesn’t mean we should. AI has the potential to 

improve ITSM operations significantly, but it must be deployed ethically. Ethical AI 

deployment ensures that AI solutions are designed and implemented in ways that 

respect user privacy, provide equitable outcomes, and are transparent in decision- 

making. Key considerations for ethical AI in ServiceNow are as follows:
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•	 Fairness and Equity: Models for these capabilities must be trained to 

ensure that they do not discriminate against any group based on race, 

gender, age, or other factors. ServiceNow’s AI capabilities can help 

reduce bias through continuous evaluation and updates to training 

data and models. AI doesn’t think in terms of fairness. It learns what 

you teach it, and that includes your past mistakes too. ServiceNow’s 

AI models are trained on historical data, incidents, changes, and 

assignments. But what if that data reflects organizational biases? For 

example, what if outages reported by offshore teams were historically 

logged at lower impact levels simply due to time zone delays or 

communication gaps? A large healthcare organization in the United 

States discovered its AI models deprioritized tickets related to 

women’s health application, not because the model was flawed, 

but because, historically, such tickets had longer resolution times. 

The bias was in the data, not the tech. Using features like Dynamic 

Training Sets and Bias Evaluation Reports, ServiceNow allows you to 

filter biased data and retrain your models periodically to reflect who 

your organization really serves.

•	 Explainability and Trust: “I want to know why the AI made that 

decision,” Dwight’s CTO said during a live incident war room. The 

predictive model had recommended closing a change window 

early, but no one on the call could explain its reasoning. That lack 

of explainability didn’t just frustrate leadership; it cast doubt on 

every model deployed thereafter. ServiceNow provides AI capability 

models that explain how decisions are made, which increases 

transparency and builds trust with users and IT managers.

•	 Human-in-the-Loop: Ethical deployment in ServiceNow means 

designing AI with human override built in. For example, change 

approval models can suggest, but not auto-approve, if the confidence 

score is below a set threshold. You can use confidence thresholds, 

decision rules, and task escalation logic to ensure humans step in 

when ambiguity or risk increases. While AI can handle many tasks 

autonomously, there should always be a mechanism for human 

intervention when necessary. This ensures that AI remains a tool to 

augment human decision-making rather than replace it completely.
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Ethics in AI is not about avoiding innovation. It is about recognizing that behind 

every ticket is a person, behind every SLA is a team, and behind every dataset is history.

8.3.1. � Ethical AI Checklist for IT Managers

•	 Have we reviewed our training data for bias?

•	 Are model decisions explainable to nontechnical stakeholders?

•	 Is there a human intervention mechanism in place?

•	 Are outcomes monitored for disparate impacts on any group?

•	 Is user privacy preserved at all points?

Ethical AI is not an add-on; it’s the foundation. It is what separates a rogue tool from 

a responsible partner. In a world where intelligent automation touches every corner of 

your ITSM landscape, ethics is what makes AI worthy of your trust.

8.4. � Why Do We Need Governance?

•	 AI Is a Vector of Security Risk: AI models are built on data, and as 

we know, that data can be sensitive. If not properly governed, AI can 

expose PII through model outputs or inherit vulnerabilities from 

poorly secured datasets or even make automated decisions without 

adequate security checks.

	 Governance without security oversight is incomplete. Including this 

dimension ensures you’re covering the full threat surface.

•	 Global AI Regulations Are Tightening: Frameworks like the HIPAA, 

GDPR, CCPA, and the EU AI Act are rapidly evolving, and most now 

view AI-based decision-making as high risk when it impacts users’ 

rights or access to services.
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	 AI Compliance Frameworks (by Regulation)

Regulation Applicable to AI considerations

GDPR EU-based data subjects Consent, explainability, data minimization

HIPAA Healthcare data in the United States Protected health information (PHI) access by AI

EU AI Act EU-wide AI systems High-risk classification, mandatory audits

CCPA/CPRA California residents Opt-out rights, AI decision disclosures

Therefore, including compliance in governance helps IT leaders to align ServiceNow 

AI implementations with legal obligations and avoid fines or investigations. It also 

enables audit readiness for all AI-driven actions.

•	 Bias Is a Compliance and Ethics Risk: AI bias is not just an ethical 

issue; it can become a legal one at any time, if not managed properly. 

If your AI system deprioritizes tickets from a certain location, 

department, or demographic, that could trigger a disparate impact 

claim under antidiscrimination laws.

Adding bias monitoring and mitigation into your governance model makes it 

defensible, auditable, and fair.

8.5. � Embedding Responsible AI into 
ServiceNow Governance

AI governance is no longer just about oversight; it’s about responsibility. As ITSM 

platforms become increasingly AI-powered, organizations must ensure that every 

automated decision, every model deployment, and every user interaction is aligned with 

ethical standards and legal expectations.

The following components form the foundation of a responsible AI framework 

within ServiceNow:

•	 Data Minimization: AI models are hungry for data, but responsible 

AI always starts with restraint. Data minimization ensures you collect, 

process, and store only what’s necessary for model performance. 

Minimized datasets reduce exposure in the event of a breach and 
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simplify compliance with GDPR’s “data economy” principle. In 

practice with ServiceNow, restrict model training to essential fields 

(e.g., incident category, priority) only and use field exclusions 

in Predictive Intelligence workbench. Also ensure that no PII 

(personally identifiable information) is available in training sets.

•	 Encryption: Models consume data and generate outputs, logs, and 

decisions. Each of these is a potential vulnerability. Ensure that AI 

outputs (e.g., resolution suggestions, routing decisions) are stored 

and transmitted using ServiceNow’s TLS-secured environments. 

In practice with ServiceNow, leverage the field-level encryption for 

sensitive records and ensure encrypted logging for AI decision data. 

Also use scoped applications to prevent unauthorized access to 

model insights.

•	 User Transparency: Transparency builds trust. Users interacting 

with AI capabilities through any of the channels deserve to know 

why a decision was made. In practice with ServiceNow, use AI Model 

Insights to surface top contributing features and configure Virtual 

Agent to disclose AI-generated responses where applicable.

•	 Consent and Autonomy: Automating workflows must not override user 

agency, especially in critical use cases such as HR, healthcare, or security. 

AI capabilities implemented in these areas should be able to suggest, and 

not silently decide. In practice with ServiceNow, we must require human 

review for low-confidence decisions or sensitive categories.

•	 Bias Audits: Decisions taken by your implemented AI capabilities 

can reflect or amplify biases in historical data, leading to unfair 

prioritization or access disparities. Various ways to understand bias 

include verifying if ticket assignments are balanced across user 

demographics? Or if lower-priority tickets are regularly originating 

from the same business unit? Or if the model has been tested on 

underrepresented scenarios? In practice with ServiceNow, run Bias 

Evaluation Reports in Predictive Intelligence regularly, compare the 

model outcomes across regions or departments, and focus on the 

retraining of models using balanced, representative data.
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8.6. � Key Tools and Plugins for AI Governance 
in ServiceNow

Managing AI capabilities without the right tools is like trying to herd cats in the 

dark. Governance wasn’t just about creating policies anymore, it requires real-time 

visibility, control, and actionability. ServiceNow offers several tools and plugins that 

assist organizations in managing governance, ensuring compliance, security, and 

transparency. These tools are designed to streamline the governance process while 

ensuring that AI systems are functioning optimally.

Let’s unpack these tools and how you can use them too.

•	 The AI Dashboard is a centralized, end-to-end registry and lifecycle 

management system for AI assets. It provides a unified view of all 

AI and machine learning models across the organization, enabling 

teams to monitor performance, compliance, and business value 

from a single interface. With the AI Dashboard, organizations can 

track and manage AI models from development through deployment 

to retirement; maintain a strong focus on privacy, security, and 

legal compliance, while enhancing risk mitigation controls; gain 

full visibility into enterprise-wide AI/ML operations with minimal 

manual oversight; and assess the value, risk, and security posture of 

AI applications running on the ServiceNow platform.

	 The dashboard enables leaders to evaluate each AI asset in terms 

of ROI and readiness, helping prioritize use cases for deployment 

or reassessment. Every application includes detailed, drill-down 

performance and adoption metrics, creating a robust audit trail 

for ongoing compliance and quality assurance. Additionally, as AI 

models are built on dynamic and evolving datasets, the AI Dashboard 

serves as a centralized system of record for asset ownership, ensuring 

clear accountability across business units and product teams.

•	 The AI Agent Analytics Dashboard provides a centralized view 

into how AI agents are being used across your ServiceNow instance, 

offering insights into their effectiveness, usage patterns, and 

impact on operational efficiency. This dashboard helps track key 
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performance indicators such as average resolution time, the number 

of closed tasks (with and without AI assist), and the overall trend in 

AI-driven execution plans and outcomes. By visualizing this data, 

IT teams can better understand how AI agents contribute to faster 

resolutions and workload reduction.

	 Accessible via the AI Agent Studio, the dashboard supports both 

viewer and admin roles (sn_aia.viewer and sn_aia.admin) and 

includes detailed breakdowns by agent, use case, tool, and execution 

status. Key metrics include the number of active and inactive agents, 

tools mapped to them, and execution trends over time, offering week- 

to-week comparisons for deeper performance monitoring. Filters 

and breakdowns allow teams to drill into specific use cases or agents, 

making it easier to identify adoption gaps, bottlenecks, or areas of 

high ROI. By surfacing trends in AI agent activity and efficiency, the 

AI Agent Analytics Dashboard empowers organizations to optimize 

how AI is deployed in workflows, align usage with business goals, and 

continuously improve the performance and governance of AI- 

powered automation.

•	 The AI Control Tower is a latest launch by ServiceNow. It is a 

centralized governance and oversight framework built into the 

ServiceNow platform, offering end-to-end visibility, control, and 

assurance over all AI models and agents. It acts as mission control 

for enterprise AI, tracking where models are deployed, monitoring 

the decisions they make, ensuring alignment with compliance 

standards like GDPR and HIPAA, and surfacing explainability and 

fairness metrics. Whether it’s predictive routing, sentiment analysis, 

or generative workflows, the AI Control Tower helps organizations 

manage AI responsibly, providing a single system of record to 

evaluate performance, detect drift, and enforce ethical guardrails.

As organizations increasingly deploy AI across departments, the risk of 

uncoordinated, biased, or noncompliant AI increases. The AI Control Tower addresses 

these challenges by consolidating AI inventory, automating bias audits, mapping 

regulatory compliance, and integrating corrective workflows. From onboarding models 

to triggering alerts when fairness thresholds are breached, it ensures governance 
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is actionable, not theoretical. In a landscape where unmonitored AI can become a 

liability, the AI Control Tower empowers leaders to deploy AI with confidence—secure, 

explainable, and aligned with organizational values.

You cannot govern what you cannot see, and you cannot scale what you do not trust. 

These tools aren’t just fancy plugins. They’re your eyes and ears inside this AI-powered 

layer of your ServiceNow platform.

8.7. � Preparing for AI Governance Challenges 
in the Future

How do you lead when the tech is outpacing the rules?

As AI technologies advance, organizations will face new governance challenges, 

including more complex models, emerging data privacy regulations, and heightened 

cybersecurity risks. To prepare, the IT managers must support the organizations to,

•	 Invest in Expertise: Build brains before you build bots. 

Organizations must build internal capabilities by training users in AI 

capabilities and associated governance to stay ahead of the evolving 

landscape. Michael realized this early on that you can’t govern 

what you don’t understand. So, he hired vendors to build AI fluency 

inside their IT Service Management teams to begin with. There were 

regular AI literacy workshops for IT leaders, deep-dive sessions on 

how ServiceNow’s models work, and internal certification paths for 

AI governance champions. Not just Michael’s organization, even 

the global banks like JPMorgan have begun internal AI governance 

academies to train their nontechnical leaders in algorithmic 

accountability and model risk management.

•	 Establish AI Ethics Committees: Governance is not equivalent to 

gatekeeping. Form committees or working groups to ensure that 

AI capabilities align with ethical standards, company policies, and 

regulatory guidelines. It would be their responsibility to interrogate 

decisions before the models made them. Every quarter, they would 

review any new models going into production, hold bias audits, and 

review transparency reports. They would also judge and provide 
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feedback on user complaints involving automation and relay 

opportunities where AI could help but shouldn’t. Examples for these 

groups can be drawn from companies like Microsoft and Salesforce 

that run AI Review Boards to vet all customer-facing AI deployments 

for fairness, explainability, and social impact.

•	 Stay Updated on Regulations: AI governance frameworks must 

evolve as regulations around AI and data privacy change. Being 

proactive in adopting new standards will ensure compliance and 

avoid costly penalties. With the EU AI Act, US AI Bill of Rights, 

Canada’s AIDA, and evolving updates to GDPR, CCPA, and HIPAA, 

the regulatory landscape is changing faster than IT teams can 

document it. The IT managers can build a regulatory radar, a simple 

dashboard that tracked emerging laws, mapped them to current 

ServiceNow capabilities, and flagged any areas where policy updates 

were needed. Assign someone on your GRC team to own AI policy 

awareness. Give them access to legal subscriptions, AI policy 

newsletters, and ServiceNow regulatory release notes.

 Tip for IT Managers  Under the EU AI Act, certain ServiceNow AI 
implementations could be classified as “high risk,” requiring full audit trails, risk 
logs, and explainability mechanisms by law.

The future of AI governance isn’t just about code or compliance. It’s about culture, 

about building organizations that ask why, not just I. That pause before deployment. 

That extra audit. That open conversation about ethics. Because the greatest threat to 

responsible is the good people who didn’t ask the right questions.

8.8. � Summary
This chapter offered a comprehensive exploration of AI governance within the 

ServiceNow ecosystem, emphasizing the importance of managing AI capabilities 

responsibly to ensure they are ethical, compliant, secure, and aligned with business 

goals. With the proper governance framework, organizations can unlock the full 
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potential of AI while minimizing risks and ensuring long-term success. Through  

real-world considerations and strategic foresight, we examined how governance is not 

just a safeguard, but also a foundational requirement for AI success. By investing in the 

right tools, establishing oversight mechanisms, and fostering AI fluency within teams, IT 

leaders can confidently scale AI while minimizing risks and reinforcing trust.

In the next chapter, we will discuss the use cases on the use of AI in the most 

advanced and impactful ways in ITSM, highlighting the potential of AI in driving 

innovation and improving operational efficiency. We will also discuss the importance 

of delivering exceptional user experiences in ServiceNow via the use of these AI 

capabilities. You’ve now laid the foundation for responsible AI, but now it’s time to 

unlock its full potential.

8.8.1. � What Did We Learn

•	 Governance is critical to ensuring AI in ITSM operates ethically, 

securely, and transparently. Irrespective of the implemented AI 

capability, a governance framework is essential for ethical, secure, 

and compliant AI adoption.

•	 We need to understand why AI must be fair, explainable, and human- 

augmented and how ServiceNow enables this through various 

options such as bias detection, transparency tools, and override 

mechanisms.

•	 Make use of your governance companions such as the ServiceNow 

dashboards that make AI behavior visible, traceable, and improvable.

•	 From forming ethics committees to monitoring global AI laws, 

preparing for tomorrow’s governance challenges is what separates 

reactive teams from visionary leaders.

Chapter 8  Governance and Management of AI in ServiceNow



191

TEST YOUR KNOWLEDGE

	1.	� Which of the following is not a core component of AI governance in 
ServiceNow?

	A .	D ata minimization

	 B.	 Model transparency

	 C.	P redictive coding

	D .	P erformance monitoring

	2.	 The AI Control Tower in ServiceNow helps track model compliance, 
explainability, and drift detection.

◻ True ◻ False

	3.	 Which ServiceNow feature allows you to view AI model performance 
metrics and ensure transparency?

	A .	V irtual Agent Analytics

	 B.	N ow Assist Center

	 C.	A I Model Insights

	D .	P redictive Engine Tracker

	4.	 What is the primary goal of bias audits in AI governance?

	A .	T o improve visual dashboards

	 B.	T o remove underperforming agents

	 C.	T o identify and address unfair prioritization in AI decisions

	D .	T o automate model training processes

	5.	 Ethical AI deployment means completely removing human intervention in 
AI-powered ITSM processes.

◻ True ◻ False
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	6.	 Which plugin helps automate ticket categorization and routing based on 
historical data in ServiceNow?

	A .	 Model Management Workspace

	 B.	P redictive Intelligence

	 C.	A gent Control Center

	D .	A I Risk Resolver

	7.	 What does data minimization aim to achieve in responsible AI?

	A .	 Maximizing the number of training datasets

	 B.	 Sharing user data across all business units

	 C.	 Using only the data necessary to train and run AI models

	D .	E ncrypting data for external audit purposes

	8.	 Which ServiceNow tool allows conversational interaction through AI and 
ensures auditable workflows?

	A .	A I Controller

	 B.	V irtual Agent Plugin

	 C.	 Compliance Studio

	D .	A I Metrics Analyzer

	9.	 AI governance is a one-time activity during model deployment and does 
not require ongoing evaluation.

◻ True ◻ False

	10.	 Which of the following best describes the purpose of the AI 
Control Tower?

	A .	T o create virtual agents with voice capabilities

	 B.	T o unify AI lifecycle management, bias audits, and compliance tracking

	 C.	T o build knowledge articles using generative AI

	D .	T o monitor flow designers and approval rules
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8.8.2. � Bonus Thought
Dwight notices that a predictive model is deprioritizing incidents from a specific region, 

resulting in delayed resolution times. The model is technically accurate based on past 

data, but the business impact is growing. As the manager of service desk, what steps 

should he take to address this issue while maintaining governance and fairness?

_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer C True C C False B C B False B
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CHAPTER 9

Use Cases and 
Exceptional Experiences 
in ITSM
The tipping point didn’t come with a system crash. It came with a question.

“Why are we still reacting to problems when we’ve invested so much in AI?”, Michael, 

whom we all know by now, had heard this during a quarterly executive review. His team 

had implemented automated triage, deployed a chatbot for common requests, and 

built predictive models for capacity alerts. The metrics showed improvement, but the 

executive team wanted transformation at an organizational level, across departments 

and capabilities.

Michael wasn’t new to digital change. He had navigated cloud migrations, 

introduced DevOps pipelines, and pushed through multiple ITSM upgrades. But this 

was different. The AI capabilities weren’t just a tool; it was starting to reshape how 

work happened. And his job now wasn’t just limited to the implementation activities 

but to lead his organization through a shift in how they approach service delivery and 

management.

He knew they were no longer in the beginner’s phase. They were somewhere 

in between, where automation had stabilized operations, but innovation was just 

beginning to knock on the door.

If you’re reading this as an IT manager, chances are you’re standing where Michael 

is. You have implemented the basics. Your team is comfortable with automation. But 

now you're being asked tougher questions: Are we using AI strategically? Are we truly 

ready for intelligent operations? What happens if we’re not?

Now that you’re grounded in the “why,” let’s talk about the “how.”

https://doi.org/10.1007/979-8-8688-1706-9_9#DOI
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ServiceNow’s advanced AI capabilities enable organizations to go beyond traditional 

IT support models and integrate AI capabilities to streamline processes, reduce response 

times, and to deliver an enhanced user experience. Advanced AI applications can 

anticipate issues, automate complex workflows, and even predict service disruptions 

before they occur. This chapter will focus on the use of AI in the most advanced and 

impactful ways in ITSM, highlighting the potential of AI in driving innovation and 

improving operational efficiency.

9.1. � Use Cases
Michael glanced at the whiteboard in the team war room. It was filled with sticky notes 

labeled incident forecasting, automated change, virtual agent logic, and self-healing 

systems. He turned to his team and said, “We’ve done automation. Now, let’s put AI to 

work where it really matters.”

This section dives into real-world use cases that IT managers like Michael are using 

to move from automation to transformation. These are not futuristic experiments; they 

are actionable strategies grounded in ServiceNow's platform and proven by leading IT 

teams across industries.

Let’s walk through six AI-powered use cases in ITSM that are already reshaping how 

IT leaders deliver proactive, efficient, and resilient services.

9.1.1. � Use Case 1: Predictive Incident Management 
and Proactive Support

“We can’t keep reacting. What if we could stop incidents before they start?”

One of the most common and powerful applications of AI capabilities in ITSM is 

predictive incident management. It’s like moving from firefighting to foresight. Predictive 

analytics helps IT teams anticipate potential disruptions or incidents before they occur, 

reducing downtime and enhancing service availability.
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�Key Features

•	 Incident Forecasting: The AI capabilities can analyze historical 

incident data and identify patterns that might suggest an increased 

risk of future incidents. Predictive models can be used to determine 

the likelihood of a system failure or a potential outage, enabling IT 

teams to take preventative action.

•	 Proactive Monitoring: ServiceNow uses predictive intelligence to 

monitor system performance in real time before they escalate into 

critical incidents. For instance, if a system’s disk usage is consistently 

near capacity, AI can alert the concerned support team before it 

causes a service disruption.

•	 Automated Response: When predictive analytics identifies a 

potential issue, it can trigger automated remediation processes to 

resolve issues before they affect end users. For instance, a server 

running low on resources could automatically scale up without 

needing manual intervention.

A ServiceNow customer case study which talks about Siemens, operating across 

190 countries, faced difficulties in identifying IT issues before they became critical, 

impacting business continuity. Leveraging ServiceNow Predictive Intelligence, Siemens 

implemented early warning systems that identified degradation trends and performance 

anomalies before service disruptions occurred. As a result, the MTTR was reduced 

by 30%, the first-time resolution rates improved, and the team avoided several major 

incidents through proactive alerting.

9.1.2. � Use Case 2: Service Catalog Automation with AI
The service catalog enables users to request services, track progress, and access 

knowledge. AI can be utilized to streamline this process by automating service request 

approvals, routing, and fulfillment.
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�Key Features

•	 Dynamic Service Catalog Creation: AI capabilities can 

automatically categorize and recommend services in the catalog 

based on the user behavior, historical requests, and preferences. This 

not only improves the overall user experience but also ensures that 

the service catalog is always relevant and updated.

•	 Intelligent Routing: AI-powered algorithms can analyze service 

requests and automatically route them to the most appropriate 

team for fulfillment. This reduces delays and ensures that tasks are 

assigned efficiently.

•	 Automated Approvals: ServiceNow’s AI capabilities can evaluate 

service requests and approve them based on predefined conditions, 

removing the need for manual approval processes. This accelerates 

the overall service delivery and reduces the workload on staff.

A Deloitte and ServiceNow Partnership Report suggests that Deloitte’s internal IT 

team supported tens of thousands of employees and was overwhelmed with service 

requests across various categories. When they deployed AI-powered service catalog 

automation in ServiceNow with dynamic categorization, automated approvals, and 

intelligent request routing, there was 25% faster request fulfillment and over 80% of 

catalog items fully automated, which, of course, led to enhanced user satisfaction with 

personalized catalog experiences.

9.1.3. � Use Case 3: AI-Enhanced Change Management
Change management is one of the most crucial components of IT operations. Consider 

it like balancing velocity with control. The ability to manage change efficiently and 

reduce the risk associated with it is essential to maintain service continuity and prevent 

disruptions.
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�Key Features

•	 Change Impact Prediction: By analyzing historical data, AI 

capabilities can predict the potential impact of proposed changes on 

existing systems. This allows change managers to assess risk more 

accurately and plan for contingencies.

•	 Change Approval Automation: AI capabilities can automatically 

assess the risk of changes and approve or reject requests based on 

predefined rules and patterns. This can reduce the time required for 

manual approvals to enhance the agility of the change management 

process.

•	 Automated Rollback Procedures: In case a change leads to an 

issue, these AI capabilities can trigger an automated rollback process 

based on predefined parameters, minimizing downtime and service 

disruption.

In the context of AI projects, change management becomes especially complex 

because AI initiatives often require a fundamental shift in business processes, workflows, 

and even organizational culture, making the scope of change broader and more 

disruptive than traditional IT projects. The iterative and experimental nature of AI 

development demands agility, frequent adjustments, and a tolerance for uncertainty, 

which can challenge established change management processes that are typically 

more linear and predictable. AI projects are highly data-centric, requiring robust data 

management, new technical skills, and cross-functional collaboration between IT, 

data science, and business teams, which increases the complexity of coordination and 

communication. Resistance to change is amplified by fears of job displacement, lack 

of understanding, and concerns about the transparency and ethical implications of AI, 

making stakeholder engagement and training critical but difficult.

Additionally, governance, compliance, and ethical considerations are heightened 

in AI projects, requiring new frameworks to ensure responsible use, data privacy, 

and accountability-challenges that are less pronounced in traditional IT change 

management. The rapid pace of AI advancement means that organizations must 

continuously adapt, update skills, and evolve processes, making change management an 

ongoing, rather than one-time, effort.
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Telenor, a telecommunications company, had frequent service outages due to 

change-related failures during deployments. Telenor used AI models to predict change 

impact and implement automated risk assessments before changes were applied. This 

resulted in 70% reduction in change-related incidents and the approval cycles reduced 

by 40%. This further improved agile deployment speed while maintaining compliance. 

This information was shared by Telenor IT Operations Showcase ServiceNow Knowledge 

Conference.

9.1.4. � Use Case 4: Proactive Problem Management
Problem management involves identifying the root cause of incidents to prevent future 

issues. AI capabilities can enhance problem management by providing deep insights 

into incident trends, enabling teams to act proactively.

�Key Features

•	 Root Cause Analysis: AI capabilities can analyze large volumes 

of incident data to identify underlying patterns and potential root 

causes of recurring issues. This enables problem managers to identify 

long-term solutions rather than addressing symptoms.

•	 Problem Trend Forecasting: AI capabilities can analyze past 

incidents to predict future problems before they occur, enabling IT 

teams to take preventive measures before the issue escalates.

In the context of AI projects, this process becomes even more critical due to the 

complexity and interdependence of AI systems, which can introduce novel failure 

modes and unpredictable behaviors. AI capabilities can significantly enhance problem 

management by leveraging advanced analytics, machine learning, and natural language 

processing to sift through vast amounts of system logs, user reports, and operational data. 

These technologies can detect subtle patterns and correlations that might be missed by 

traditional methods, uncovering hidden incident trends and potential vulnerabilities.

AI-driven tools can automatically categorize and prioritize incidents based on their 

potential impact, predict recurring issues using historical data, and even suggest root causes 

or remediation steps by referencing similar incidents from the past. By enabling teams 

to act proactively-such as by implementing automated alerts, recommending preventive 

maintenance, or flagging anomalous system behavior before it escalates, AI not only 
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accelerates the resolution process but also helps organizations build more resilient and  

self-healing systems. This proactive approach is especially valuable in AI projects, where 

rapid iteration and deployment can otherwise increase the risk of cascading failures if 

underlying problems are not quickly identified and addressed.

A ServiceNow Case Study suggests that Telstra which is Australia’s largest telecom 

posed challenges around a high recurrence of incidents and insufficient visibility into 

root causes. To mitigate the issue, they implemented ServiceNow’s AI-driven analytics to 

group related incidents and identify underlying problems across systems. As a result, it 

led to decreased repeat incidents by 35%, improved root cause resolution time by 50%, 

and shifted resources from reactive support to problem analysis.

9.1.5. � Use Case 5: Virtual Agent and Chatbots 
in Incident Resolution

The use of Virtual Agents is a prominent use case in ITSM, enabling users to resolve 

issues without the need for direct interaction with human agents. Virtual agents 

streamline incident resolution and improve service delivery by providing users with real- 

time support and intelligent solutions.

�Key Features

•	 24/7 Availability: AI-powered virtual agents are available 24/7 

providing users with instant answers to their queries, whether it is 

troubleshooting an issue or finding knowledge base articles.

•	 Automated Issue Resolution: Virtual agents can automatically 

resolve common incidents by following predefined workflows. 

This reduces the need for human intervention and ensures faster 

resolution times.

•	 Seamless Handover to Agents: When a virtual agent is unable to 

resolve an issue, it can seamlessly be handed over to a human agent, 

providing context and saving time on the ticket handover process.
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In AI projects, these virtual agents leverage advanced technologies such as 

conversational intelligence, Large Language Models (LLMs), and machine learning to 

understand user intent, interpret complex queries, and deliver personalized, context- 

aware responses. This allows them to handle a wide range of IT service requests, from 

simple password resets to more complex troubleshooting-instantly and accurately, 

reducing the time users spend waiting for assistance.

Moreover, these agents analyze interaction data to identify patterns, predict potential 

issues, and proactively alert users to system outages or maintenance, helping prevent 

incidents before they escalate. As they learn from each interaction, their ability to resolve 

issues improves over time, further enhancing ITSM efficiency and user satisfaction. 

This not only reduces the workload of IT staff, allowing them to focus on more complex, 

value-added tasks, but also drives down operational costs while maintaining high- 

quality service delivery.

An Accenture and ServiceNow AI Case Study shows that Accenture was having 

challenges in handling global IT support across thousands of employees in multiple time 

zones. As a solution, they deployed ServiceNow Virtual Agent to automate Tier 1 queries 

such as password resets, Wi-Fi issues, and software access integrated across teams and 

mobile apps. As a result, 60,000 requests/month were being handled via Virtual Agent, 

which estimated to around 45% of resolved tickets without human intervention and the 

average resolution time dropped from 24 hours to less than 5 minutes.

9.1.6. � Use Case 6: AI-Enhanced Knowledge Management
Knowledge Management is a critical component of ITSM, helping organizations to 

capture information efficiently. AI enhances Knowledge Management by making it 

easier to find, update, and manage knowledge articles, improving both user and staff 

experiences. By integrating these AI capabilities, ServiceNow can automate knowledge 

sharing and enhance article accuracy which improves the accessibility of critical 

information.

�Key Features

•	 Smart Knowledge Article Recommendations: AI capabilities can 

recommend knowledge articles based on the context of the user’s 

query, enabling self-service and saving time.
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•	 Automated Article Tagging and Categorization: AI-powered 

algorithms can automatically tag and categorize knowledge articles 

with the appropriate keywords to ensure they are indexed correctly 

which improves the searchability of knowledge articles in the system.

•	 Proactive Knowledge Article Creation: When a high volume of 

similar incidents or service requests is identified, it can automatically 

create a knowledge article based on the most common solutions 

provided. This helps the organization to build a repository of relevant 

content, reducing the number of repeat requests and incidents.

In AI projects, the volume and complexity of both structured and unstructured 

data, such as emails, incident logs, and user-generated content, can quickly overwhelm 

traditional knowledge management approaches. AI-enhanced knowledge management 

reduces the time staff spends searching for solutions, streamlines the flow of information 

across the organization, and ensures users have immediate access to accurate, up- 

to-date information. Advanced AI-driven search capabilities leverage large language 

models, allowing users and staff to retrieve relevant information using conversational 

queries, rather than relying on exact keywords. This not only makes it easier to find 

information but also personalizes results based on user roles, past interactions, and 

preferences, improving both user and staff experiences.

By integrating these AI capabilities, ServiceNow can automate knowledge sharing 

and enhance article accuracy, which improves the accessibility of critical information. 

For example, generative AI can automatically create new knowledge articles from 

incident records, summarize lengthy documents for quick reference, and flag outdated 

or duplicate content for review, ensuring the knowledge base remains current and 

relevant. AI can also proactively identify knowledge gaps, suggesting areas where new 

articles are needed, and support human reviewers by streamlining approval workflows 

and quality checks. This results in a dynamic, continuously evolving knowledge 

ecosystem that not only accelerates issue resolution and decision-making but also scales 

efficiently as the organization and its knowledge assets grow.

By integrating AI capabilities, the process of knowledge sharing becomes more 

proactive, ultimately driving efficiency and improving both user and staff experiences.

A UMMS and ServiceNow Case Study shows that University of Maryland Medical 

System (UMMS) faced difficulty managing growing volumes of support articles and 

ensuring knowledge accuracy for clinical and administrative users. As a result, they 

started to use ServiceNow’s Knowledge Management module with AI-based tagging, 
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smart recommendations, and proactive article generation. As a result, they improved 

knowledge search accuracy by 50%, which significantly enhanced the ability of users to 

find relevant information quickly. This led to increased adoption of self-service tools, 

empowering users to resolve issues independently. As a result, incident volume was 

reduced by 18% due to more users successfully finding answers without needing to 

contact support.

9.1.7. � AI Opportunity Prioritization Matrix
To help the IT managers evaluate which AI use cases to pursue first by weighing business 

impact against implementation effort, this matrix aids in making strategic, low-risk, 

high-return decisions in their AI roadmap.

Dimension Definition

Business impact Expected value: improved SLAs, cost savings, user experience, risk 

mitigation

Implementation effort Time, budget, skillset, and platform maturity required to implement
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�How to Use This Matrix

•	 List Your AI Use Cases: Use the ones that have been listed below or 

your own backlog.

•	 Score Each Use Case: Rate from low–medium–high for both 

dimensions.

•	 Plot on the Grid: Identify what fits where on the 2×2.

•	 Prioritize Accordingly: Start with quick wins, schedule strategic 

bets, monitor or defer the rest.

I have listed out some sample use cases for you.

AI use case Business 
impact

Implementation 
effort

Quadrant Action

Predictive incident 
management

High Medium Quick win Prioritize 

immediately

Virtual Agent for Tier 1 
tickets

High Low Quick win Launch early

AI-powered change 
management

Medium High Strategic bet Plan for next phase

AI-enhanced Knowledge 
Management

High Medium Quick win Implement 

concurrently

AI-driven problem trend 
forecasting

Medium Medium Quick win Roll out gradually

Dynamic service catalog 
personalization

Low Medium Low priority Optional/low touch

Auto-generated 
knowledge articles

High High Strategic bet Plan with KM 

overhaul
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�Self-Scoring Table for Internal Use

Use case Business 
impact (1–5)

Effort to 
implement (1–5)

Priority zone Notes

Predictive incident 
management

5 3 Quick win Mature models 

already exist

AI-powered Virtual 
Agent

4 2 Quick win Can scale across 

LOBs

Change impact 
prediction

3 4 Strategic bet Needs historical 

change data

Knowledge article 
auto-creation

4 5 Strategic bet Depends on 

taxonomy 

governance

�Takeaways for IT Managers

•	 Don’t try to do everything at once. Use this matrix to pick your next 

right move.

•	 Focus on readiness, not hype. Even a high-impact use case can stall 

without the right foundation.

•	 Reassess quarterly. As platform maturity increases, previously 

complex use cases may become easier.

9.2. � The Importance of Exceptional 
Experiences in ITSM

Michael knew that the numbers produced by Dwight were solid.

Uptime was high. Ticket queues were manageable. Automation was working. 

Yet, what was astonishing was that the employee feedback from last quarter told 

another story.
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“I had to repeat myself three times to the chatbot.”

“Why can’t it just remember my last request?”

“Honestly, it’s faster if I call someone.”

It wasn’t just about solving tickets anymore. It was about how users felt while 

interacting with IT. And in today’s AI-powered ITSM world, experience is everything.

Exceptional experiences in IT are not just “nice to have” items. They are strategic 

currency. They sit at the core of ITSM because they directly influence employee 

productivity, user satisfaction, and the overall efficiency of IT services. When users have 

seamless, effective interactions with IT support, it fosters trust, reduces frustration, 

and increases overall satisfaction. For IT managers, creating these experiences is not 

just about addressing user requests quickly; it’s about enhancing the quality of the 

interaction and ensuring that the underlying IT processes are efficient, automated, and 

user-friendly.

Key Drivers of Exceptional ITSM Experiences

•	 Speed and Efficiency: IT Service Management integrated with AI 

can deliver faster response times. Users don't need to wait for an 

agent to become available as AI capabilities can provide immediate 

responses. For instance, the Virtual Agent in ServiceNow allows users 

to instantly submit requests, get their queries answered, or resolve 

issues without waiting in a queue.

•	 Personalization: A personalized experience in ITSM means that 

the platform can recognize the user’s preferences and previous 

interactions. Predictive Intelligence can anticipate what a user needs 

based on their history. For instance, if a user repeatedly asks for 

specific IT support items, Predictive Intelligence can auto-suggest 

those items before the user even requests them. The Virtual Agent 

can store information about the user’s issues and preferences, 

thereby offering a tailored conversation that is both more efficient 

and more pleasant for the user.
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•	 Proactive Support: Predictive Intelligence also allows ITSM teams to 

anticipate and solve problems before they become noticeable to the 

end user. For instance, if a particular server frequently experiences 

downtime, AI can predict when the issue might recur, triggering 

preventive actions. This proactive approach reduces downtime and 

enhances the overall user experience. This is a shift from reactive 

to proactive support, where IT teams aren’t waiting for issues to be 

reported but are instead actively preventing them.

•	 User Empowerment: The shift to a self-service model, where users 

can solve their own issues using AI-driven knowledge bases, is 

another key factor in designing exceptional experiences. Self- 

service portals, like those powered by Virtual Agent, allow users 

to find solutions to their problems instantly. These platforms also 

use natural language processing (NLP) to allow users to interact in 

a conversational, human-like manner, enhancing the overall user 

experience.

9.2.1. � The Importance of User-Centered Design in AI
A User-Centered Design (UCD) is an essential design principle when implementing AI 

solutions like those offered by ServiceNow. A UCD ensures that the needs, desires, and 

behaviors of the end users are at the forefront of the design and implementation process. 

When AI solutions are designed with a deep understanding of the users’ needs, they tend 

to be more intuitive, accessible, and efficient. UCD ensures your AI doesn’t just function; 

it connects. It means designing with the user, not just for them.

�Key Principles of User-Centered Design for AI

•	 Understanding User Needs: The first step is to gain insights into 

what users expect from the system. Run user journey workshops or 

audit top 30 support queries. Try to use language that users actually 

speak. By using tools such as surveys, user testing, and analyzing 

support tickets, organizations can identify common pain points and 

issues that AI can address.
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•	 Intuitive Interactions: The complexity of any AI solution must not 

be apparent to the user. If AI tools like Virtual Agent or NLP systems 

are designed to interact in a natural and intuitive manner, users can 

interact with them easily without requiring technical knowledge. For 

instance, a user should be able to ask questions in simple language, 

and the AI must understand and provide useful responses.

•	 Humanizing AI Interactions: ServiceNow’s AI capabilities, particularly 

Virtual Agent, should respond in a conversational, human-like manner, 

helping users feel comfortable engaging with the technology.

•	 Continuous Feedback and Iteration: To maintain exceptional 

user experience, it is important to have mechanisms for continuous 

feedback. As users interact with the system, organizations must 

gather feedback to refine the AI's responses, workflows, and overall 

user experience. This creates a cycle of continuous improvement, 

ensuring that AI capabilities are always meeting the evolving needs of 

users. As a fun fact, know that Amazon’s Alexa team runs 10,000+ user 

experience tests monthly. If they can iterate, so can your ITSM team.

In AI projects, UCD plays a critical role by addressing the unique challenges of AI- 

driven systems. For instance, AI solutions often introduce complex functionalities, such 

as predictive analytics, natural language processing, and automated decision-making, 

which can be overwhelming or opaque to users if not carefully designed. UCD involves 

conducting thorough user research, such as interviews, surveys, and usability testing, to 

understand user expectations, pain points, and levels of technical expertise, ensuring the 

AI features are relevant and approachable. Creating detailed user personas and empathy 

maps helps designers anticipate diverse needs and tailor AI interfaces for different user 

groups, including those with varying abilities, thus improving accessibility.

Scenario-based design and iterative feedback loops are especially important in 

AI projects, as they allow teams to test AI features in real-world contexts, gather user 

feedback, and refine solutions to better fit actual workflows. For example, ServiceNow’s AI 

capabilities like virtual agents and predictive intelligence are most effective when designed 

to seamlessly integrate into existing processes, providing clear value such as faster 

resolution times and more personalized support. UCD also emphasizes the importance of 

explainability in AI, ensuring that users understand how AI-driven recommendations or 

actions are generated, which builds trust and reduces resistance to adoption.
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UCD in AI projects is not a one-time effort but a continuous process. As users 

interact with AI systems, their feedback and usage data inform ongoing improvements, 

helping the AI evolve to better meet user needs and organizational goals. This holistic, 

empathetic, and iterative approach ensures that AI solutions are not only technically 

robust but also genuinely user-friendly and impactful.

9.2.2. � Designing the End-User Experience for 
Seamless Interactions

A great end-user experience starts with the intuitive interfaces and continues with 

streamlined processes. The goal of using ServiceNow’s AI capabilities is to ensure that 

users can easily access the help they need when they need it.

�Key Principles to Follow

•	 Simplicity and Intuition: The user interface should be designed in 

such a way that it’s easy for anyone to navigate. AI-powered tools like 

the Virtual Agent or service catalog should guide users through the 

process without requiring them to dig through complicated menus 

or forms.

•	 Consistency Across Platforms: Whether users interact with the 

IT service platform through a desktop, mobile app, or chatbot, the 

experience should be consistent. AI-driven tools in ServiceNow allow 

for the same level of service and support across all platforms.

•	 Personalized Interactions: ServiceNow’s AI tools can remember 

user preferences and past interactions. For example, if a user has 

frequently raised the same type of incident, the Virtual Agent can 

proactively address it in the future without the user needing to ask.
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9.2.3. � Designing for Mobile Experiences with  
ServiceNow AI

As more users rely on mobile devices for work, it’s crucial to ensure that ServiceNow's AI 

tools are optimized for mobile experiences. Designing AI experiences that work well on 

smartphones and tablets is key to enhancing accessibility and user satisfaction.

Best practices for designing mobile AI experiences include

•	 Mobile-Friendly AI Interfaces: AI tools should be designed with 

a mobile-first approach. This involves creating simplified and 

responsive designs that adapt to various screen sizes. Whether users 

are interacting with Virtual Agent or accessing knowledge articles, the 

mobile interface should provide a smooth and easy experience.

•	 Voice Integration for Hands-Free Interaction: Mobile AI 

experiences should take advantage of voice commands. For instance, 

by integrating Natural Language Processing (NLP) and voice 

technology, users can speak directly to Virtual Agent to resolve issues, 

making it a highly convenient feature, especially for users who are on 

the go or multitasking.

•	 Push Notifications for Real-Time Updates: Mobile devices are 

perfect for delivering timely updates via push notifications. Users can 

be notified when their incidents are resolved, when new knowledge 

articles are available, or when there is an important system update, 

ensuring that they stay informed and engaged.

9.3. � Summary
Michael sat back after the leadership sync, a quiet sense of clarity settling in.

What started as a routine review of incident volumes had evolved into something 

bigger. From rolling out predictive incident resolution to launching a virtual agent on 

mobile, from designing with empathy to creating seamless omnichannel experiences, his 

journey wasn’t just about tickets. It was about transformation.

Chapter 9  Use Cases and Exceptional Experiences in ITSM



212

And he knew this was just the beginning.

AI capabilities in ServiceNow are evolving fast, and not just in small or incremental 

ways. We are heading toward a future where systems can heal themselves, where asset 

lifecycles are managed with zero manual input, and where every user’s experience is as 

unique as their fingerprint.

As AI capabilities continue to evolve, its applications in ITSM will become even more 

sophisticated, predictive, and proactive. Future advancements include more advanced 

use cases, such as

•	 AI-Driven Self-Healing IT Environments: Systems that can 

independently detect, diagnose, and resolve issues without the need 

for human intervention.

•	 AI in IT Asset Management: Using predictive AI to track asset health, 

monitor their usage, and anticipate the lifecycle needs.

•	 Enhanced Personalized Experiences: AI capabilities will enable 

more individualized experiences for users and staff, further 

improving user satisfaction and engagement.

The future of AI capabilities in ITSM is bright, and ServiceNow is at the forefront, 

developing innovative AI tools that will continue to transform the ITSM landscape. 

Designing exceptional user experiences using ServiceNow AI requires a deep 

understanding of user needs, clear communication through intuitive and  

human-like AI interactions, and continuous improvement based on feedback. By 

following best practices in AI design and leveraging the powerful tools offered by 

ServiceNow, organizations can significantly enhance their IT service delivery, providing 

users with faster, more personalized, and seamless experiences.

The best IT doesn’t feel like technology. It feels like help, exactly when and where you 

need it.

As an IT manager, you’re not just implementing tools; you’re shaping how people 

experience work. And in this AI-powered landscape, experience is the differentiator.

So, grab your next cup of coffee. You’re about to lead the future of IT.
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9.3.1. � What Did We Learn

•	 AI in ITSM Is a Present Opportunity: From predictive incident 

resolution to intelligent change approvals, AI capabilities are already 

helping IT teams become faster, smarter, and more strategic. The use 

cases explored in this chapter show that real transformation happens 

when automation meets foresight.

•	 Exceptional Experiences Are the New Benchmark: Speed alone 

isn’t enough. What users also remember is how they were helped. 

Help if needed now must be provided now. Seamless, personalized, 

proactive, and conversational support is now the gold standard. IT 

managers must design systems that delight, not just resolve.

•	 User-Centered Design Is the Foundation of Successful AI: 

Building AI that serves well means building AI that listens well. By 

putting user needs at the center, through intuitive interfaces, natural 

interactions, and iterative feedback, AI becomes not just functional, 

but meaningful.

•	 Mobile-First and Omnichannel Experiences Are Essential: Your 

users aren’t tethered to desktops. They’re raising tickets between 

meetings, checking statuses on mobile, and asking for help on the 

go. Designing AI that adapts across platforms is now a strategic 

imperative, not a nice to have.

•	 The Future Is Proactive, Predictive, and Self-Healing: We are 

entering an era where AI won’t just assist humans; it will anticipate 

needs, fix problems before users notice, and deliver insights that 

guide strategic decisions. ServiceNow is already building toward this 

future, and IT leaders must prepare to lead in it.

Chapter 9  Use Cases and Exceptional Experiences in ITSM



214

TEST YOUR KNOWLEDGE

	1.	 What is one of the key benefits of predictive incident management 
in ITSM?

	A .	S horter shift rotations for service desk agents

	 B.	R educing the need for a knowledge base

	 C.	A nticipating issues before they occur

	D .	E liminating all manual approvals

	2.	 AI-powered virtual agents can only be accessed via desktop interfaces.

□ True □ False

	3.	 Which of the following is an example of proactive problem management using AI?

	A .	R esponding to tickets based on priority level

	 B.	S ending satisfaction surveys post resolution

	 C.	A nalyzing trends to identify root causes before incidents reoccur

	D .	E scalating issues to human agents manually

	4.	 What design principle focuses on placing user needs at the core of AI 
system development?

	A .	P redictive Looping

	 B.	D evOps First

	 C.	H uman-Centered Automation

	D .	 User-Centered Design

	5.	 Which capability allows ServiceNow's AI to suggest knowledge articles in 
real time based on user queries?

	A .	R ole-based access control

	 B.	S mart knowledge recommendations

	 C.	I ncident trending matrix

	D .	 Virtual file agent
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	6.	 Personalization in ITSM can involve anticipating a user’s request based on 
their previous history.

□ True □ False

	7.	 What’s the primary advantage of AI-driven mobile experiences in ITSM?

	A .	R educes the need for desktop licenses

	 B.	A llows users to resolve issues anytime, anywhere

	 C.	P revents VPN logins

	D .	I ncreases ticket creation time

	8.	 Which of the following is a core feature of exceptional ITSM experiences?

	A .	R igid ticket categories

	 B.	 Complex approval workflows

	 C.	 Conversational and human-like AI interactions

	D .	D elayed SLA escalations

	9.	 Self-service portals reduce user empowerment by removing direct access 
to IT agents.

□ True □ False

	10.	 What is one of the emerging trends discussed for the future of AI in ITSM?

	A .	R educed data collection

	 B.	AI -powered spreadsheets

	 C.	S elf-healing IT environments

	D .	O utsourcing of Virtual Agents to external vendors
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9.3.2. � Bonus Thought
Imagine you're an IT manager preparing to deploy a new AI-driven Virtual Agent for 

your service desk. Your team is excited, but users have expressed hesitation, fearing it 

will be “robotic and impersonal.” How would you use User-Centered Design principles 

to ensure the virtual agent delivers a helpful, human-like experience?
_____________________________________________________________________
_____________________________________________________________________

ANSWER KEY

Question 1 2 3 4 5 6 7 8 9 10

Answer C False C D B True B C False C
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CHAPTER 10

AI Strategic Readiness 
Workshop
Title: Unlocking AI for Your Enterprise: A Strategic Readiness Workshop

Duration: Half day or full day

Participant Level: Intermediate to executive leadership

10.1. � Introduction
“You don’t start with AI. You start with a problem worth solving.”

Objective: This workshop will help your team assess organizational readiness for 

AI, identify strategic use cases, and develop an actionable roadmap for AI integration 

aligned with business goals.

10.2. � What Is AI Readiness?
AI readiness refers to your organization’s ability to successfully adopt, scale, and govern 

AI technologies in a way that aligns with your strategic vision.

https://doi.org/10.1007/979-8-8688-1706-9_10#DOI
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10.2.1. � The Six Pillars of AI Readiness

Pillar Description

Data maturity do you have clean, structured, accessible data?

Technology infrastructure Can your current tech stack support aI?

Talent and skills do you have the right expertise or access to it?

Strategic alignment are aI initiatives tied to real business value?

Governance and risk management are your risk, compliance, and ethics frameworks in place?

Innovation culture Is there buy-in for experimentation and agility?

10.3. � Worksheet 1-AI Maturity Model and 
Self-Assessment

10.3.1. � Step 1: Evaluate Yourself
Score your organization from 1 (not ready) to 5 (fully ready) across the six key 

dimensions of AI readiness. Be honest. This is a diagnostic, not a test.

Dimension Description Score 
(1–5)

Notes/gaps 
identified

1. Data maturity data is clean, accessible, governed, and 

available for aI use.

2. Tech infrastructure systems can support aI models (cloud, aPIs, 

integrations).

3. Talent and skills In-house aI talent or access to external 

expertise.

4. Strategic alignment aI initiatives are aligned with business goals 

and outcomes.

(continued)
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Dimension Description Score 
(1–5)

Notes/gaps 
identified

5. Governance and ethics Risk, compliance, fairness, and aI 

accountability frameworks exist.

6. Innovation culture leadership support and willingness to 

experiment with aI.

Write your total score: ____/30

10.3.2. � How to Interpret Your Score

Total 
score

Readiness 
level

Description

6–14 Not ready foundational work needed on data, tech, or strategy. begin by defining aI 

objectives and strengthening basic capabilities.

15–22 Partially ready some areas are solid, but there are gaps. focus on upskilling, aligning 

with strategy, and starting small pilots.

23–30 aI ready You’re in a strong position. start or scale pilot projects and formalize 

governance.

10.4. � Worksheet 2-AI Use Case Discovery 
and Prioritization

10.4.1. � Step 2: Identify Key Business Pain Points
List your top three business challenges. Brainstorm possible AI solutions and then 

prioritize based on feasibility and business impact.

Business challenge Process 
affected

Potential AI 
solution

Benefit

Example: Delayed customer 
support

Customer 

service

aI chatbot with 

NlP

Reduced response time 

by 40%
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10.4.2. � Step 3: Use Case Scoring Matrix

Use case name Business impact (1–5) Technical feasibility (1–5) Total score (avg.) Priority

Interpretation of your scores:

•	 Avg. ≥4 = high priority

•	 Avg. 3–4 = medium priority

•	 Avg. <3 = low priority or revisit assumptions

10.5. � Worksheet 3-AI Pilot Planning Template
10.5.1. � Step 4
Choose one high-priority use case and fill in the pilot plan below.

Section Details Your 
input

Pilot name Predictive support ticket routing

Business objective Reduce ticket resolution time by 25%

AI method used supervised learning—classification

Pilot duration 3 months

Team Product manager, data scientist, ITsM admin

KPIs avg. resolution time, % auto-routed tickets

Risks Model bias, misclassification

Budget estimate $30,000

ChapTer 10  aI sTraTegic Readiness Workshop



221

10.6. � Worksheet 4-AI Governance 
and Risk Checklist

10.6.1. � Step 5
Evaluate your readiness across AI risk and ethical considerations.

Risk area Questions to ask Status Notes

Data privacy are you GdPR/HIPaa compliant? ◻ Yes ◻ No ◻ Partial

Bias/fairness are model predictions tested for bias? ◻ Yes ◻ No ◻ Partial

Explainability Can decisions be interpreted by users? ◻ Yes ◻ No ◻ Partial

Accountability Who is responsible for aI decisions? ◻ Yes ◻ No ◻ Partial

If three or more areas are marked No or Partial, prioritize forming a governance 

action team immediately.

 Tip for IT Managers  add an “aI Ethics Officer” or internal review board for 
high-impact use cases.

10.7. � Worksheet 5-Readiness Reflection 
and Roadmap

10.7.1. � Step 6
Reflect on what you’ve learned and begin to structure your AI roadmap.

	 1.	 What surprised you the most during your assessment?
___________________________________________________________

	 2.	 What are your top three areas of strength?
___________________________________________________________

	 3.	 What are your top three areas to improve?
___________________________________________________________
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	 4.	 Draft a three-phase roadmap.

Phase Timeframe Key action Owner

Phase 1: Foundation 0–3 months e.g., data audit, upskilling team

Phase 2: Pilot 4–6 months e.g., launch invoice automation pilot

Phase 3: Scale and govern 6–12 months Expand pilot, set governance council

10.8. � Worksheet 6-Final Act
10.8.1. � Step 7: Are You AI-Ready? One-Line Summary
Complete this sentence:

“We are AI-ready because _____________________________________________________

_____________________________________________________________________________ 

but we need to work on __________________________________________________________

____________________________________________________________________________”

10.9. � Workshop Summary and Action Plan
Key takeaways for IT managers include the following:

•	 Your AI readiness score is a checkpoint, not a verdict.

•	 Use cases must solve real business pain, not just sound cool.

•	 Start small, measure obsessively, and scale responsibly.

What you should do next:

•	 Review and validate your pilot plans with leadership.

•	 Assign owners and timelines.

•	 Consider tools, vendors, and frameworks (like ServiceNow’s GenAI).

•	 Implement continuous monitoring and feedback loops.
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�Conclusion Chapter

We’ve reached the end of this journey. But perhaps, for you, it’s only the beginning.

By now, you’ve navigated through the evolution of IT Service Management; walked 

the hallways of ServiceNow’s AI capabilities; decoded the inner workings of Predictive 

Intelligence, Document Intelligence, and Generative AI; and examined real-life use 

cases that prove just how revolutionary these technologies can be when deployed with 

purpose.

More than just understanding features, I hope you’ve uncovered a mindset shift: 

from managing IT to orchestrating intelligence. Because as we’ve seen, AI in ITSM isn’t 

about replacing people, it’s about enabling them. It’s about empowering your agents 

with tools that anticipate, not just react. It’s about crafting service experiences that feel 

human, not robotic-even when driven by machines.

You now understand how to evaluate AI readiness, lead platform transformation 

with strategic intent, build cross-functional collaboration, and create responsible 

governance frameworks. You’ve been equipped to ask the right questions-not just of 

your systems, but of your leadership, your vendors, your data, and your future.

So what now?

Now, you act. Perhaps you’ll start with a small pilot project, a Virtual Agent to 

automate low-tier requests. Or maybe you’ll design a full-scale AI roadmap that spans 

predictive analytics, workflow intelligence, and real-time insights. Wherever you begin, 

know that you're better prepared to lead with both confidence and clarity.

But I’ll leave you with one final thought.

Technology will continue to evolve. Platforms will get smarter. Capabilities will 

multiply. But what will set you apart as an IT leader is your ability to connect the  

dots-between people and processes, between innovation and governance, between 

ambition and accountability.

This book was written to give you more than knowledge. It was written to give you 

a lens, through which to view your IT landscape not just as a cost center or a technical 

function, but as a living, breathing engine of value.
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And with AI by your side, that engine can run smarter than ever before.

So, go on. Reimagine IT. Rewrite what’s possible.

And never stop asking:

What more can we do, now that we know the art of the possible?

CONCLUSION CHAPTER
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�Glossary

The glossary provides definitions for key terms used throughout the book, helping 

readers understand industry-specific language, technical jargon, and concepts related to 

ServiceNow and AI implementations.

�Key Terms

•	 AI (Artificial Intelligence): A branch of computer science focused 

on creating systems capable of performing tasks that typically require 

human intelligence, such as reasoning, learning, and problem- 

solving. In ITSM, AI refers to the use of machine learning algorithms, 

natural language processing, and other tools to automate tasks and 

provide intelligent insights.

•	 ITSM (IT Service Management): A set of practices and processes 

designed to manage and deliver IT services to meet business needs. 

ITSM includes incident management, problem management, change 

management, and more. ServiceNow provides an integrated platform 

to manage these services effectively.

•	 VA (Virtual Agent): An AI-powered chatbot within ServiceNow that 

assists users by providing automated responses to common queries, 

creating service requests, and handling simple tasks. It can be 

customized to cater to specific business needs.

•	 PI (Predictive Intelligence): A machine learning feature within 

ServiceNow that uses historical data to predict future outcomes. 

This could include forecasting incident volumes, predicting issue 

resolution times, or identifying trends in IT service requests.

https://doi.org/10.1007/979-8-8688-1706-9#DOI
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•	 NLP (Natural Language Processing): A subfield of AI that focuses on 

enabling machines to understand, interpret, and respond to human 

language in a meaningful way. In ServiceNow, NLP is used to power 

Virtual Agents and other AI-driven services.

•	 GenAI (Generative AI): A form of AI that can create new content, 

such as text, images, and audio, by learning patterns from large 

datasets. In ITSM, it could be used for automatically generating 

knowledge base articles, response templates, or other service-related 

content.

•	 SMART Goals: Specific, measurable, achievable, relevant, time- 

bound goals.

GLOSSARY
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�ServiceNow Resources for  
Self-Learning
As you explore the power of AI-driven ITSM transformation, it's important to con-
tinue your learning journey through credible, up-to-date, and role-specific resources. 
ServiceNow offers an extensive ecosystem of official tools, documentation, learning 
platforms, and case studies that support professionals at every stage—from evaluation 
and implementation to value realization.

�1. ServiceNow Documentation Portal
URL: https://www.servicenow.com/docs/
Explore in-depth documentation across all product lines and releases. From AI 

capabilities to integration options, the portal provides configuration guides, API 

references, upgrade checklists, and detailed feature breakdowns.

�2. Now Learning (ServiceNow Learning Platform)
URL: https://learning.servicenow.com/now/lxp/home
Access structured learning paths, certifications, micro-courses, and hands-on labs. Ideal 

for those pursuing formal certification (like CSA, CAD, CIS), or expanding their skills in 

areas like Virtual Agent, Predictive Intelligence, or ITOM.

�3. ServiceNow Community
URL: https://www.servicenow.com/community/

https://doi.org/10.1007/979-8-8688-1706-9#DOI
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Join thousands of professionals to ask questions, solve problems, and discuss best 

practices on forums to connect with experts to find answers and ask questions. The 

Community is organized by product areas and includes ideation boards, customer use 

cases, MVP blogs, and live discussions. In fact, users can even sign up for bi-weekly 

webinars to watch the experts showcase the ServiceNow products.

�4. ServiceNow Developer Portal
URL: https://developer.servicenow.com/dev.do
Tailored for developers and technical architects, this portal offers a free Personal 

Developer Instance, guided labs, sample apps, API documentation, scripting tutorials, 

and early access to new releases.

�5. NowCreate (ServiceNow 
Implementation Methodology)
URL: https://learning.servicenow.com/nowcreate
NowCreate is ServiceNow’s official implementation framework. It offers structured 

project templates, role-based responsibilities, best practices, checklists, and timelines 

across different product modules. IT managers can leverage NowCreate to align teams, 

reduce time-to-value, and ensure scalable outcomes in AI and ITSM projects.

�6. ServiceNow Customer Success Stories
URL: https://www.servicenow.com/customers.html
Gain insight into how top organizations across industries are using ServiceNow to 

solve real-world challenges—from automating IT workflows and enhancing employee 

experience to leveraging AI for predictive operations. These stories include metrics, 

deployment strategies, and lessons learned—perfect inspiration for shaping your own 

transformation roadmap.

SERVICENOW RESOURCES FOR SELF- LEARNING
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�7. ServiceNow Support and Knowledge Base 
(HI Portal)
URL: https://support.servicenow.com/now
This is the support backbone for ServiceNow customers. Open support cases, track 

upgrade requests, explore root cause analyses, and access a vast knowledge base 

maintained by the ServiceNow technical team.

�8. ServiceNow Blog
URL: https://blogs.servicenow.com
Stay current with AI trends, platform updates, customer spotlights, and leadership 

insights. The blog features thought pieces from ServiceNow executives, product owners, 

and industry contributors.

�9. ServiceNow Events and Webinars
URL: https://www.servicenow.com/blogs
Attend Knowledge, ServiceNow’s flagship conference, or sign up for virtual summits, 

roadmap sessions, and hands-on labs. These events offer a front-row seat to product 

innovations, partner showcases, and industry-specific content.

�10. Now Platform Release Notes
URL: https://www.servicenow.com/docs/bundle/yokohama-release-notes/page/
release-notes/family-release-notes.html
Stay ahead of platform changes. Release notes provide detailed breakdowns of what's 

new, deprecated, or enhanced—essential for planning upgrades or adopting AI 

capabilities effectively.

�11. Customer Success Center
URL: https://www.servicenow.com/impact.html
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Access curated best practices, value realization guides, executive briefs, and industry 

benchmarks. This portal helps organizations track measurable success and continuously 

improve their platform strategy.

�Tips for Maximizing Value from These Resources

•	 Use NowCreate early in your implementation lifecycle to design 

scalable, phase-wise delivery plans.

•	 Explore customer stories to identify proven use cases in industries 

similar to yours.

•	 Take certifications via Now Learning to enhance career credibility.

•	 Bookmark the release notes before every upgrade cycle to avoid 

surprises.

•	 Join webinars and forums to learn from experts and peers across 

the globe.

These resources are not just optional extras. They are a part of your long-term 

strategy. Whether you’re managing AI-driven service desks, architecting enterprise- 

grade solutions, or simply ensuring governance and ROI, staying connected to these 

official ServiceNow touchpoints will sharpen your edge.

SERVICENOW RESOURCES FOR SELF- LEARNING
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training and continuous 

improvement, 142
user adoption and engagement, 143

service requests, 147
strategies/approaches, 130
tangible/intangible benefits, 130
tracking/measurement, 137–139
troubleshooting process, 131
users experience, 132
value traps, 151–156

business goals, 152
change management process, 152
cost reduction, 152
data quality, 153
high-quality data, 152
implementation, 151
misaligned expectations, 151
monitor and adapt, 154
phased approach, 154
SMART goals, 153
stakeholders, 153

Robotic process automation (RPA), 25
ROI, see Return on investment (ROI)
RPA, see Robotic process automation (RPA)

S
Search AI

accessibility, 48
analytics and reporting tools, 47
benefits, 48
features, 47

historical data, 48
key benefits, 48
multiple languages, 47
personalization, 47
productivity, 48
relevant solutions, 49
ServiceNow platform, 34

Self-service resolutions, 26
Sentiment analysis, 26
ServiceNow AI

business objectives
alignment, 122
data foundation, 123, 124
insights and decision-making, 122
operational efficiency, 122
training programs, 123
user experience, 122

capabilities, 103
customizations, 109, 110
expansion/scalability

automation integration, 117
continuous improvement, 118
cross-functional expansion, 117
evaluation, 117
performance monitoring, 117, 118
trends, 117

governance/responsible, 119, 184, 185
bias/fairness, 119
documentation, 119
privacy laws, 119
security protocols, 119

implementation, 108, 109, 113, 149
change management process, 

115, 116
communication, 115
execution, 114, 115
feedback loops, 116
pilot phase, 114

Return on investment (ROI) (cont.)
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planning, 113
rollout, 114
support systems, 116
timelines, 113
training, 115

infrastructure, 110
pitfalls/strategies

capabilities, 120
customization, 121
data quality, 120
data quality and integration, 121
effective implementation, 121
risk information, 120

plugins and capabilities, 109
ROI, 116, 134, 148, 149 (see also Return 

on investment (ROI))
strategic planning, 104–107

business case, 105
capabilities, 104
cost vs. benefit analysis, 105
implementation, 104, 107
long-term transformation, 106
objectives, 106
problem identification, 105
risk mitigation, 106

team/resource allocation, 111–112
change management, 112
ongoing support, 112
project management, 111
technical expertise, 111

tools/plugins, 186–188
ServiceNow platform

acquisitions and partnerships, 24–26
Agentic AI, 34
automation, 17, 18
automation discovery, 28
blog features, 229
community, 228

developers/technical architects, 228
documentation, 227
document intelligence, 28
events/webinars, 229
features, 27
GenAI, 30
Incident Auto Resolution (IAR), 30
intelligent workflow automation, 34
knowledge base, 229
Large Language Models (LLMs), 35
NowCreate, 228
predictive intelligence, 29, 44, 45
process mapping, 28
process optimization, 34
quality, reliability, and context, 23
release notes, 229
resources, 230
scalable interactions, 35
Search, 34
stories, 228
structured learning, 227
success center, 230
task automation, 34
task intelligence, 29
Virtual Agent, 26, 27, 63

SMART, see Specific, measurable, 
achievable, relevant, time-
bound (SMART)

Specific, measurable, achievable, relevant, 
time-bound (SMART), 106

Strategic readiness
action plan, 222
business impact, 219
definition, 217
interpretation, 220
maturity model/self-assessment, 

218, 219
one-line, 222
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pillars, 218
pilot planning template, 220
prioritization, 219
reflection/roadmap, 221
risk/ethical considerations, 221
workshop, 217

T
Task Intelligence, 52

benefits, 53
capabilities, 53
features, 53
historical task, 54
key benefits, 54
repetitive tasks, 53, 54
routine and repetitive aspects, 53
ServiceNow platform, 29

U
UCD, see User-Centered Design (UCD)
User-Centered Design (UCD), 208–210

V, W, X, Y, Z
VA, see Virtual Agent (VA)
Virtual Agent (VA), 201, 202, 225

automation rules, 59
benefits, 60–61

capabilities, 59–60
comparative analysis, 62
configuration, 58–59
contextual understanding, 63
conversational platform, 56–63
dialog flow designer, 58
entity recognition, 63
escalations, 61
exceptional experiences, 208
Incident Auto Resolution (IAR), 51
intent recognition, 63
key feature, 57
knowledge transfer, 61
large language  

models (LLMs), 62–63
multichannel integration, 57
multilingual capabilities, 63
Now Assist, 63
personalization, 57
personalization/customization 

options, 59
real-world use cases, 201, 202
satisfaction, 57
scalability, 57
ServiceNow integration, 59
ServiceNow platform, 26, 27
service operations workspace, 61
service requests, 147
text interpretation, 62
user interface, 59

Strategic readiness (cont.)
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