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1. Summary of Research Papers
Paper 1: AlOps: Real-world Applications and Future Directions in ITSM

e Summary: This paper investigates the integration of Al for IT Operations (AlOps)
within the ITSM framework to automate incident management. The authors develop
a prototype for predictive anomaly detection using real-time telemetry data.

o Key Findings: The system successfully predicted 85% of server failures before they
occurred, significantly reducing downtime.

« Drawbacks: The implementation requires high computational resources and
complex integration with existing legacy systems.

Paper 2: Enhancing User Experience through Al-Powered Virtual Support Agents

e Summary: This study evaluates the effectiveness of Natural Language Processing
(NLP) in resolving Level 0 support tickets via Chatbots.

e Key Findings: Automating routine requests like password resets improved service
speed by 60% and increased user satisfaction scores.

o Drawbacks: The Chatbot struggled with ambiguous user queries and required
human intervention for 20% of cases.

Paper 3: Machine Learning for Automated Ticket Classification and Routing

e Summary: The researchers proposed a machine learning model based on Support
Vector Machines (SVM) to classify incoming IT tickets automatically.

e Key Findings: The model achieved 92% accuracy in routing tickets to the correct
technical teams, reducing manual triage effort.

o Drawbacks: The model’s performance was highly dependent on the quality and
cleanliness of historical ticket data.



Paper 4: Proactive Problem Management using Predictive Analytics in ITSM

e Summary: This research focuses on identifying the root causes of recurring
incidents by analyzing historical patterns using big data analytics.

« Key Findings: The proactive approach reduced the total volume of monthly
incidents by 30%.

« Drawbacks: It lacks a real-time implementation framework, as it was primarily
conducted as a retrospective analysis.

Paper 5: Ethical and Governance Challenges in Al-Driven IT Services

e Summary: This paper conducts a qualitative study on the ethical implications of
using Al for decision-making in IT service delivery.

 Key Findings: Identified "Algorithmic Bias" and "Transparency" as the biggest
hurdles for organizational trust in Al.

¢ Drawbacks: The study is purely theoretical and does not offer technical solutions to
mitigate these biases.

Paper 6: Human-Al Collaboration: The Future of Service Desk Efficiency

e Summary: This study explores the "Augmented Intelligence" model, where Al acts
as a co-pilot for service desk technicians.

o Key Findings: Combining human expertise with Al suggestions resulted in a higher
resolution accuracy than using either alone.

o Drawbacks: The study noted a steep learning curve for staff to effectively use the Al
tools.



2. Critical Analysis

The current research on leveraging Al in ITSM shows a strong shift toward proactive
management and automation. The primary strength of these studies lies in their ability to
demonstrate measurable improvements in efficiency, such as reduced Mean Time to
Resolution (MTTR) and increased accuracy in ticket routing. However, a significant
weakness in the literature is the heavy reliance on simulated environments or high-quality
datasets that may not reflect the "noisy" data found in real-world IT departments.
Furthermore, there is a lack of deep exploration into the cost-benefit trade-offs regarding
the initial investment required for AlOps.

3. Connections and Conflicts

e Connections: All papers agree that Al is essential for handling the scale and
complexity of modern digital services. Most emphasize the need for lightweight and
scalable solutions to fit resource-constrained environments.

¢ Conflicts: There is a fundamental conflict between Full Automation vs. Human-in-
the-loop. Some studies (Paper 1 & 4) advocate for "Zero-Touch" IT where systems
self-heal , while others (Paper 5 & 6) argue that human oversight is indispensable for
maintaining trust and handling complex ethical decisions.



4. Synthesis Matrix for Literature Review
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